RESEARCH REPORT SERIES
(Survey Methodology #2018-08)

Multilingual Research for Interviewer Doorstep Messages
Final Report

Mandy Shatl
Jiyoung Son!
Yuling Pan!
Hyunjoo Park?
Alisi Schoua-Glusberg?
Casey Tasfaye?
Anna B. Sandoval Girén
Yazmin A. Garcia Trejo
Rodney Terry
Patricia Goerman
Mikelyn Meyers
Lucia Lykke
Aleia Clark Fobia

IRTI International
2Research Support Services

Center for Survey Measurement
Research and Methodology Directorate
U.S. Census Bureau
Washington, D.C. 20233

Report issued: April 6, 2018

Disclaimer: This report is released to inform interested parties of research and to encourage
discussion of work in progress. Any views expressed on the methodological issues are those of
the authors and not necessarily those of the U.S. Census Bureau.



Abstract

This study uses focus group methodology and a team of language and survey experts to tailor and
improve interviewer doorstep messages for use with English and non-English speakers. A
secondary focus is to investigate whether bilingual respondents understand and interpret these
messages differently from monolingual respondents. The focus group data formed the basis of the
analysis to address the following research questions: (1) Which messages work best in various
languages to encourage census response from English and non-English speakers? (2) How should
the content of messages be tailored for the specific language groups in question? (3) Do
monolingual and bilingual respondents understand and interpret messages differently?

This report presents findings from 42 focus groups conducted in Chinese, Korean, Vietnamese,
Arabic, Spanish, Russian, and English. One hundred seventy-one monolingual and 169 bilingual
participants were in the non-English groups and all participants in the English-language focus
groups spoke English as their native or near native language. Findings include discussion of the
use of a Language lIdentification Card, interviewer’s behavior and appearance, messages that best
encourage census participation, and the most common concerns regarding the census. The report
recommends key messages and interviewer behaviors that could encourage English and non-
English speakers’ participation in the decennial census, along with lessons learned and
recommendations for future research.
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Executive Summary
ES.1 Purpose ofthe Study and Background

This report is based on research conducted by the U.S. Census Bureau’s Center for Survey
Measurement’s (CSM’s) Language and Cross Cultural Research Group with assistance from RTI
International and Research Support Services Inc. (RSS). It augments a growing body of research
on messaging for use with potential census participants whose dominant language is not English.
This study tailors, tests, and produces recommendations to improve doorstep messaging for hard-
to-count non-English speakers and investigates whether bilingual respondents understand or
interpret these messages differently than monolingual respondents.

For this study, we conducted 42 focus groups in seven languages: Arabic, Chinese, English,
Korean, Russian, Spanish, and Vietnamese, then used the findings from the groups to address these
research questions:
1. Which messages work best in various languages to encourage census response from
English and non-English speakers?
2. Do monolingual and bilingual speakers of these languages understand and interpret
messages differently?
2. Should the content of messages be tailored for the specific language groups in question
and, if so, how?

The focus groups included adult men and women and used a research framework based on prior
studies that examined mindsets regarding census participation among English and non-English
speakers. We developed doorstep messages that were tailored to address each of the following four
situations or mindsets:
= Language barrier: These respondents have limited or low English proficiency and may not
have heard about the census before.
= Unaware: These respondents have low awareness of the census and often carry ambivalent
attitudes toward participation.
= Fear/Mistrust of government: These respondents are fearful or mistrustful toward the
government. They generally do not believe that the government is out to help them. This
included the Security Information Card.
= Lowengagement: These respondents are not interested in the burdens of civic duty, or they
may think that the census does not apply to them.

These messages were developed in English and then translated and culturally adapted for each
language using a panel of experts. For all languages but English, the six focus groups were evenly
divided with three groups of monolingual participants and three groups of bilingual participants
who are native speakers of the target language. The English-language focus groups were also
evenly divided, with three groups of monolingual English speakers and three with bilingual
participants who spoke English and at least one other language.

Focus group participants were presented with a series of short amateur videos that were based on

the four situations/mindsets detailed above and demonstrate the interaction at the doorstep using
actors as interviewers and respondents. For example, one video meant to represent a household
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Multilingual Research for Interviewer Doorstep Messages

respondent who was fearful/had mistrust of the government, and a mock census enumerator came
to the door, explained the census, and asked for their participation. This respondent was
particularly concerned about the reasons why the Census Bureau needed to speak to her and why
it needed information on her household. The focus group findings represent the participants’
responses to the videos and were elicited by an experienced moderator using a moderator guide
that was first developed in English and then translated and adapted into the target languages by the
same set of language experts who collaborated on the video scripts’ translation and adaptation.
During the focus groups, participants reacted to the messaging in the videos, and the interviewer’s
behavior and appearance. Another element of the videos that was explored was the Census Bureau
“Language ldentification Card.” This is an 8.5 by 11 inches trifold that contains instructions for a
non-English speaking respondent to either locate someone who could communicate in English or
provide their phone number for a call back from someone from the Census Bureau who speaks
their language. Interviewers are trained to use this card in situations where they encounter any kind
of language barrier at the doorstep. As they discussed the videos, they also spoke about their
concerns regarding the census. Lead researchers used these findings to recommend key messages
and interviewer behaviors to encourage participation in the census.

ES.2 Language Barrier

To model the situation where the interviewer and respondent do not have a common language, the
participants watched a video that showed an interviewer using a Language ldentification Card to
interact with the respondent. The language card provides instructions in 53 languages for the
respondent to either locate someone who could communicate in English or provide their phone
number for a call back from someone from the Census Bureau who speaks their language. The
card lists 53 languages, the first two English and Spanish, followed by others languages in
alphabetic order. Participants across the language groups generally appreciated this card, and all
located their language on the card. However, some languages were easier to locate than others,
and some participants found the card to be overwhelming. Some suggested making the card easier
to use, including increasing the font size, adding more color, or changing the order of the list of
languages. Others suggested replacing the card with an app. The Vietnamese and Russian
participants, whose languages were on the last page of the card, had the hardest time locating their
language and had the most suggestions to improve the card.

Although they appreciated the Language lIdentification Card as a communication strategy, the
participants across all groups expressed concerns about giving their phone number to an
interviewer who was essentially a stranger. Some suggested instead that the interviewer provide
the respondent with the appropriate contact information, that the Census Bureau should provide a
way to verify the interviewer’s identity or affiliation, or that they should have the option of visiting
a Census Bureau location in person to complete the form. Detailed reactions of participants to the
Language Identification Card can be found in the chapters that are dedicated to the findings from
each language.

ES.3 Interviewer Appearance and Behavior

The participants across all languages expressed concerns about opening the door to a stranger, and
the legitimacy of the interviewer wasan important topic of conversation. They appreciated that the
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Executive Summary

interviewer was wearing a Census 1D badge, but recommended that the interviewers wear more of
a uniform or another branded piece of clothing that is highly visible.

Most participants thought that interviewer behavior that was professional, polite, patient, and
friendly was important to encourage them to participate in the census, but even with these
behaviors, many would prefer to be visited by an interviewer who shared their ethnicity or
language. Participants also found eye contact to be important and reacted negatively to interviewer
speech that sounded rehearsed or too fast.

Participants were highly aware of the interviewer’s body positioning. Chinese- and Arabic-
language focus group participants were sensitive to the interviewer positioning herself too close to
the door or stepping inside without an invitation. These groups preferred that the interviewer step
back after knocking. English- and Russian-speaking participants worried about the interviewer
trying to peek inside the home, and Russian-speaking participants worried about the possibility of
the interviewer putting their foot in the door to stop the respondent from shutting it.

Participants also spoke about the importance of being aware of the census prior to the visit. Their
recommendations included sending multilingual notification letters or a multilingual notice at the
doorstep, engaging in community outreach and multimedia campaigns, and communicating with
the management of an apartment building before a visit.

ES.4 Reactions to Key Census Messages

There were both commonalities and differences in the participants’ reactions to the key messages
delivered in the videos. All the focus groups except for the Russian-language focus groups
appreciated the messaging about the benefits of the census to local communities, especially their
own ethnic communities. For these groups, this message was the most appealing and most
important to mention, and they would have liked to hear about this in more detail. However, the
Russian-language groups often found this type of messaging superfluous, and some found it hard
to believe. Participants across language groups also found it essential to mention that the census is
important and that it is used for funding allocations, although Russian-language focus group
participants emphasized that this message should be conveyed succinctly.

Participants in all language groups except for Spanish and Vietnamese found it very important to
mention that participation in the census is legally required. The Chinese-, Arabic-, and Russian-
language groups considered this message important as it associated census participation with civic
duty. Spanish- and Vietnamese-speaking participants found the language around the legal
requirement to be overly harsh or direct. Korean- and Vietnamese-speaking participants suggested
that the importance of participating be indirectly emphasized by mentioning that if the census is
not completed during this visit it will eventually be completed during anadditional visit.

All groups appreciated the assurance of confidentiality and found it vital to hear that census
participation would not affect their immigration status or benefits. This message was conveyed
during the videos with the help of a Security Information Card, and the Chinese-, Arabic-, English-
and Russian-language focus groups reacted positively to the card, finding added assurance in
seeing the policy in writing.
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Notably, the Russian- and English-language focus groups strongly preferred amuch more succinct
and direct pitch that quickly mentioned that the census is important, that it is required by law, that
the responses will be kept confidential, and that participating in the census should only take a few
minutes of their time.

Participants in all languages also found it imperative to mention early in the interaction that the
census should take 10 minutes or less, although some participants thought it would be better to
emphasize that it would take 10 minutes at most and likely less time than that. These participants
noted that “under 10 minutes” is commonly perceived as notably less burdensome than “10
minutes,” and this difference could be key to convincing households to participate.

ES.5 Common Concerns

Participants in all the focus groups raised concerns about participating in the census. These
included concerns about opening their door for a stranger, navigating a potential language barrier,
verifying that someone who comes to the door is in facta Census interviewer, sharing information
with a stranger, and not knowing what will happen with the information they share and a more
general fear of government. A lack of knowledge about the purpose and benefits of the census was
raised as a key concern only in the English-language focus groups. The concerns were expressed
by the groups across languages in different ways and with varying degrees of salience. For
example, fear or mistrust of government was a salient concern for the Spanish-, Arabic-, English-
and Russian-language focus groups. The Spanish-, English-, and Arabic-language groups were
concerned about the implications of providing information to the U.S. government, while the
Russian-language groups were more concerned about differentiating their experience with the U.S.
Census Bureau worker from any bad experiences with the government in their home country. To
counter these concerns, we recommend messages that target heightened safety concerns, such as
the independence of the census from issues of immigrant status, and the protection of personal
information.

ES.6 Differences Between Bilingual and Monolingual Groups

We did not find any striking differences between monolingual and bilingual participants in their
interpretation of key census messages. The minor differences that we did find were in the reactions
of some of the groups to interviewer behavior and in the types of participants in some of the
monolingual versus bilingual groups. More information about the differences we did find can be
found in the individual language chapters.

ES.7 Lessons Learned

This project demonstrated the value of involving language experts in the early stages of a project
to help the translation and adaptation processes run smoothly and of documenting any cultural or
linguistic adaptations carefully throughout the process. This project also emphasized the
importance of including feedback from participants about the language and messaging used.
Through the process of the focus groups, we could hear participant’s concerns, ideas, and reactions
to the proposed messages. Ultimately, we believe that the combination of input from participants
and careful guidance from language experts can lead to a better set of translations and a more
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Executive Summary

effective set of messages. The methodological framework for this project built on the findings and
lessons learned from previous research, adding perspective and nuance to emerging understanding
of and continued refinement to evolving methods. This project also emphasized the importance of
using a common stimulus across languages, working with focus group moderators who are
experienced with the target groups, and then allowing sufficient time for discussion in the focus

groups.

ES.8 Future Research

This researchopened interesting opportunities for follow-up. We recommend the following further
research:

Develop and test interviewer training materials that account for these situations, mindsets,
and concerns. These training materials should emphasize the importance of active listening
and reacting to the input from respondents, rather than practicing verbatim messages.
Conduct research on how to tailor messaging for immigrant communities in a way that
reflects societal shifts and evolving concerns.

Continue research toward developing in-language materials to help gain cooperation from
non-English-speaking respondents.

Conduct research on the use of electronic translation applications and the role they play in
identification of language spoken at the doorstep.

Incorporate the messages from the current research into the 2020 Census nonresponse
follow-up interviews.
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1. INTRODUCTION

Over the past several years, various research initiatives have focused on translating and adapting
written and verbal messages for use with potential census participants who speak non-English
languages — a subset of the “hard to survey” population (Tourangeau 2014). The U.S. Census
Bureau Center for Survey Measurement (CSM) developed this researchstudy to tailor and improve
messages to increase response rates, particularly self-response rates, among English- and non-
English-speaking populations. The studies (?) were based on various decennial census language
research initiatives that examined translating and adapting written and verbal messages for use
with potential census respondents who speak non-English languages. These research findings are
important because when written and verbal messages are delivered effectively, they canhelp gain
respondents’ trust and in turn encourage their participation.

1.1 Purpose ofthe Study and Background

This study tailors and improves interviewer doorstep messages for use with non-English speakers
to increase response from these hard-to-count populations. A secondary focus is to investigate
whether bilingual respondents understand and interpret these messages differently from
monolinguals. Historically, research has almost exclusively focused on those who speak limited
or no English as the intended recipients of non-English messages and materials. The results from
this study will provide the literature to re-examine this focus.

RTI International and Research Support Services (RSS) assisted the Census Bureau by conducting
36 focus groups in the six more frequently used non-English languages in the United States:
Spanish, Chinese, Vietnamese, Korean, Arabic, and Russian (Census Bureau, 2015). Among the
six focus groups conducted for each non-English language, three groups consisted of monolingua l
speakers and three groups comprised bilingual speakers who spoke English. Census Bureau
researchers conducted six English-language focus groups that also included three groups of
monolingual English speakers and three groups of bilingual speakers of English and another
language. The focus group data formed the basis of the analysis to address the following research
questions:
1. What messages work best in encouraging census response of non-English speakers in
various languages?
2. Do monolingual and bilingual speakers of these languages understand and interpret
messages differently?
2. How should the content of messages be tailored for the specific language groups in
question and, if so, how?

1.2 Present State of Knowledge/Literature Review

Introductory messages can include a greeting from the interviewer, explanations about the purpose
of a survey, rapport building, conversational introductions, and communication style. Given the
importance of survey introductory messages on nonresponse, Couper (1997) encourages survey
researchers to pay attention to the interactions happening between respondents and interviewers
because these represent a less explored path toward reducing nonresponse and measurement errors.
According to Groves and colleagues (1992), introductory survey messages comprise at least two
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components that can help to improve response rates: interviewer communication style and the use
of scripted introductory messages. Communication style atthe beginning of a survey can include
elements related to voice and speech patterns such as intonation, volume, and pronunciation of
words that have an impact on refusals during the first minutes of an interview. For instance, Benki
et al. (2011) tested the relationship between interviewer speech rates, voice pitch variations, and
pausing on survey participation (e.g., agreement to participate or schedule a callback, refusals).
This study found that speaking at a moderate speed and pausing during the invitation to participate
in the survey positively influenced the respondent’s decision to participate or their agreement to
schedule a callback. Thus, communication style can have a positive impact on a respondent’s
decision to participate at the beginning of a survey.

Regarding the use of scripted versus conversational introductions, several researchers have looked
at the effect of conversational introductions and survey. For example, Houtkoop-Steenstra & van
den Bergh (2000) conducted an experiment to compare scripted and conversational introductions.
According to this study, interviewers who used an agenda-based introduction, which means that
they were able to tailor the introduction to the survey, had the largest positive effect on survey
completion and willingness to schedule an appointment and got the fewest refusals. The authors
reported that conversational introduction sounded less robotic and had the potential to persuade a
potential participant to spend their time answering a survey. The work of Bateset al. (2008) focuses
on the study of doorstep interactions to explain non-response to government surveys. This study
finds that adding data on doorstep interactions to models of non-response can give clues to help
improve participation rates. Interviewers can keep track of issues expressed by respondents, such
as privacy concerns. This, in turn, can help to explain why a person may have refused to participate
at the start of the survey. Durrant & D’Arriago (2014) also focused on the study of doorstep
interactions and found that interviewers’ experience level and confidence affected response rates.
For example, they explain that “[i]nterviewers who are more confident in their ability to convince
reluctant responses have indeed significantly less refusals” (Durrant & D’ Arriago, 2014, pp. 508).
Much of the additional literature on effects of introductory survey messages focuses on interviewer
characteristics and behaviors that can be used to gain cooperation (e.g., communication style, the
use of scripted introductions, behavior toward introductory messages, specific face-to-face
interactions). Studying these factors can inform ways to reduce survey nonresponse. They also
help to identify areas in which interviewer training can be improved. One less-explored topic is
cross-cultural factors, such as language barriers and culture-specific social norms that may have
an impact on survey participation.

The importance of gaining respondent cooperation in non-English languages has long attracted the
Census Bureau. A program of research on increasing response quality and participation rates of
non-English  speakers has been in effect since the early 2000s. Studying the elements of
introductory messages across languages can shed light on improving interviewer training and
reduce the cost of field operations by reducing the number of contact attempts necessary to gain
cooperation. The U.S decennial census includes a nonresponse follow-up doorstep operation,
which is a great opportunity to study interviewer introductory messages.
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1.3  Rationale for Using Focus Group Method

Focus groups were chosen as the method to seek respondent feedback on messages because they
are ideal for identifying variation in interpretation and ideas across many people in a cost-effective
way. They are also a method that is typically used early in a development cycle when messages or
wording is still under development. Focus groups allow for interaction among respondents which
allows discussion, large numbers of new ideas and sometimes allows disagreement to come to the
forefront of the discussion (Census Bureau Pretesting Standard 2003). This was an ideal method
for the type of information we were seeking from respondents in this project.

2. METHODOLOGY

A total of 321 adult men and women participated in 36 focus groups, with six focus groups in each
of the following languages: Spanish, Russian, Chinese, Korean, Vietnamese, and Arabic. An
additional six focus groups were conducted in English with 45 participants. This chapter outlines
the methodology employed in this study, which was built upon previous studies and a 2015
multilingual focus group study conducted by the Census Bureau (McAvinchey, 2015; Pan, 2015;
Park, 2015; Schoua-Glusberg, 2015; Sha, 2015; Son, 2015; Sha et al., 2016).

We used focus groups to explore respondents’ reactions to videos produced to mimic common
scenarios in the field when interviewers encounter four specific scenarios: a language barrier
between the interviewer and the respondent; alack of awareness of the census; fearand/or mistrust
of the government; and a lack of interest in engaging in civic duties. We evaluated the use and text
of the Language ID card, which helps the interviewer and the respondent identify the language the
respondent speaks. Lastly we reviewed the Security Information Card, which contains the standard
census confidentiality language.

2.1 Research Framework

The research framework for the current study is based on prior literature that examined
participation mindsets in the decennial census for informing the communications campaign for the
2010 Census. The mindsets represent a framework to analyze census participation of both the
general population (Williams, Bates, Lotti, & Wroblewski, 2015) and non-English-speaking
populations (Bates & Pan, 2009). The current study focuses on four participation mindsets:
= Language barrier: These respondents have limited or low English-language proficiency.
This has prevented information about the census from reaching them, and therefore, they
usually do not know about the census. The Census interviewers may not speak the
respondents’ language to provide the information.
= Unaware: These respondents are described in the literature as unacquainted, insulated, or
headnodders (Williams, Bates, Lotti, & Wroblewski 2015). They have low awareness of
the census but are open to learning about it. They are ambivalent about their participation,
yet they may be easily impressionable to negative campaigns about the census.
= Fear/Mistrust of government: These respondents are fearful or mistrustful toward the U.S.
government. They may not want to disclose their specific personal situations (e.g., they
have undesirable living arrangements, they have a criminal record, they are
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undocumented). They may not trust the government because they feel that the government
IS not genuinely trying to help them or does not truly honor privacy and confidentiality.

= Low engagement: These respondents are not interested in engaging in any civic duty (e.qg.,
they work long hours, they are fatigued, they do not think that the census applies to them).

Doorstep messages were developed to address concerns represented by these four mindsets to
identify ways to encourage participation in the census from Spanish, Russian, Chinese, Korean,
Vietnamese, and Arabic speakers.

2.2 Non-English Language Teams

The first step for conducting multilingual focus groups is to organize a panel of experts for each
non-English-language group. As shown in Exhibit 2-1, each language team was composed of one
or two lead researchers and two or more language experts. Each language’s focus groups were
conducted by the same moderator for a particular language, except for the Spanish-language focus
groups, which were conducted by two moderators who have over a decade of experience
conducting research related to the decennial census.

Exhibit 2-1. Language Teams

Chinese Korean Vietnamese Russian Arabic Spanish
Yuling Pan? Hyunjoo Jiyoung Son®  Alisti Schoua- Mandy Sha? Alist Schoua-
H. Jiang® Parka.P P. NguyenP® Glusberg? Jiyoung Son? GlusbergaP
S. Wang J. Son L. Nguyen Jenya Haps® S. Elhady® Georgina
(Representing S. Kim K. Truong N. Manishevich K. Haimour McAvinchey®
Beijing A. Nguyen Z. Turk Y. Fowler
Mandarin : ;

’ Representin E. Hagel-Agib ;
Taiwanese, and (Rep 9 g9er-Ad M. Borobia
the northern, C. Chemaly
Cantonese _ J. Camacho
A north-central, A. Jaber
dialects) and southern J. Moncada

(Representing

;i?;g)nntzl) Middle Eastern 'SARepreseCntmtg |
and North e(;u;o, then ra
African Arabic- er‘neri(;: and
language )
usage and the Caribbean

Spanish-

Arab Muslims - L
linguistic usage)

and Christians)

2 Lead researcher
bFocus group moderator

The qualifications and experience sought in the panel of language experts were (1) target
language—English bilingual ability, (2) formal education or instruction received in the target
language, (3) knowledge of the target-language culture and experience in working with target-
language speakers residing in the United States, (4) experience as professional translators with
cross-cultural methodology, and (5) experience in focus groups or with hard-to-reach non-English
speakers. Most of the language experts had prior extensive experience regarding survey translation
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and regarding Census Bureau surveys and procedures and had contributed to the 2015 multilingual
focus group study sponsored by the Census Bureau.?!

2.3  Focus Group Materials

2.3.1 Developing Video Scripts

The Census Bureau designed the study to show focus group participants short videos of the
interaction between a respondent and a Census Bureau interviewer at the doorstep. We developed
the video scripts for non-English speakers in English and then produced a translation or adaptation
into Spanish, Russian, Chinese, Korean, Vietnamese, and Arabic to make them linguistically and
culturally appropriate. Some minor modifications were made to the original English video scripts
to be appropriate for the English-speaking focus groups, which were mostly U.S.-born
respondents. Exhibit 2-2 summarizes the content of the videos and the messages that each video
addresses. The four base scripts for the non-English groups can be viewed in English in
Appendix A.

2.3.2 Adapting of Video Scripts and Messages in Multiple Languages

The goal of adaptation is to produce a script that sounds like a natural conversation between two
speakers in a target language and not like a translation from an English script. In the adaptation
process, each team focused on tailoring the scripts to have the right verbal and nonverbal cues,
including appropriate terms of address, politeness expressions, gestures, and eye contact for each
language and culture.

The translation teams followed a stepwise process to adapt the scripts.

1. Read the English script more than once to get a good understanding of the purpose of the
interaction and the key messages that the interviewer is trying to convey to the respondent.

2. Imagined self as the interviewer trying to persuade the respondent to agree to participate
in the survey using the messages in the video script.

3. Draftedthe conversation in the target language, using the English script as a guideline and
framework only, not a word-for-word translation. To facilitate the team discussion, this
draft was initiated by one person and then reviewed by the full team.

4. Took each message asa unit, and within each message, tailored how it was expressed, such
as what to say first, which words to use to express the idea, etc. The tailoring included the
following techniques:

— Reordering sentences to make them sound more natural
— Breaking down a long sentence or restructuring a sentence to make it sound more
natural.

5. Read aloud more than once to ascertain how the adapted script sounded and then made
changes if necessary.

Translators were informed that they had latitude to suggest cultural adaptations that may be needed
to make the translated scripts equivalent to the English original while making them culturally and

1 These qualifications facilitate a deep understanding of the research objectives and the populations
under study.

ES-2-5



Multilingual Research for Interviewer Doorstep Messages

linguistically appropriate for the target population. The adaptations were limited in number and in
scope. For example, they included using culturally common ways to answer the door and to invite
the interviewer to come into the dwelling and suggestions on how a monolingual speaker reacts
and talks when spoken to in English. The suggested adaptations were formulated during committee
discussions and suggested to the Census Bureau for approval.

ES-2-6

Exhibit 2-2. Summary of Video Contents
Language Barrier Unaware Fear/Mistrust of Low Engagement
Government
Language of | English (interviewer | Target language Target language Target language
conversation | only)

Video scenario | The interviewer The respondentis The respondentis The respondentis
does not speak the | unaware of the afraid of penalties not interested in
respondent’s census. and does not trust participating in the
language and uses what the census because
the Language ID government says. (s)he is not
card. engaged.

Messages
Greeting X X X X
Self-introduction X X X X
Purpose of visit X X X X
Language barrier X
confirmation
Use of Language ID X
Card to identify
respondent’s
language
Non-personal X
selection
Address X X X
confirmation
Description of X X
census
Request for phone X
number with the
Language Phone
instrument
Data use X X
Benefits X X X
Non-English- X
language support
and easy questions
Census questions X X
Who can participate X
Confidentiality X X X
Mandatory nature X X X
Security warning X X X
statement card
Burden X X X
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No need to enter X
the house and
burden
Ask for help X
Goodbye X

Because the initial scripts were developed with non-English-speaking, immigrant households in
mind, the Census Bureau also adapted the original script for use in the English-language focus
groups. The adaptation process followed a parallel process to the other languages. The adaptations
aimed to target English-speaking households. The suggested adaptations were discussed during
internal committee discussions and shared with the contractor team.

The adapted Spanish-, Russian-, Chinese-, Korean-, Vietnamese-, Arabic-, and English-language
scripts can be viewed in Appendix A. A comparison of the adaptations across the languages can
be viewed in Appendix B and is presented as back translations in English to facilitate the reader’s
understanding and the comparisons.

2.3.3 Producing Amateur Videos for the Focus Groups

Once the video scripts were finalized in collaboration with the Census Bureau, production of the
videos began. For each non-English-language, four videos were filmed using amateur actors to
depict the respondent—interviewer interactions for the four mindsets. For the English-language
focus group, three videos were produced for three of the mindsets using amateur actors, and the
Language barrier video produced for the Spanish-language focus group was used in the English-
language focus groups.

To deliver the text of the scripts verbatim, the amateur actors memorized the script and referred to
hardcopy scripts or a teleprompter for help. This precluded them from making consistent eye
contact with the respondent, and the use of a teleprompter was sometimes noticeable. As much as
possible, we standardized the filming by following a set of instructions (see Appendix A9).
Exhibit 2-3 shows the length of the videos per language.

Exhibit 2-3. Length of Videos by Language and Mindset?

Language Fear/Mistrust of
Barrier Unaware Government Low Engagement
English 1:15 2:58 3:07 2:36
Spanish 1:15 3:34 3:46 3:13
Russian 1:48 5:08 5:30 4:25
Chinese 1:39 3:26 3:12 2:30
Korean 1:32 3:26 3:40 3:02

2 The Chinese-language videos were filmed during the week of January 30, 2017; Korean-language
videos during the week of February 13, 2017; Vietnamese-language videos during the week of
February 27, 2017; and Arabic-language videos during the weeks of January 30 to February 13, 2017.
The Russian-language videos were filmed during the week of February 13, 2017; Spanish-language
videos during the week of February 20, 2017; and English-language videos during the week of March
6, 2017.
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Language Fear/Mistrust of
Barrier Unaware Government Low Engagement
Vietnamese 1:34 3:30 4:08 2:56
Arabic 0:56 2:59 3:12 2:25

Teams of researchers were located across the United States and this required that team split the
filming work by different locations. The Russian, Spanish, and English team are based out of
Chicago while the Chinese, Korean, Viethamese, and Arabic teams are based out of research
triangle.

Russian, Spanish, and English. Filming of these videos took place in an apartment building in
Chicago, Illinois. The interviewer is first shown entering the building, then walking through a
hallway to reach a specific apartment. The video camera was set up on atripod in the hallway to
film the respondent. First, all the scenes with the respondent were filmed, then the camera was
moved to inside the apartment to film the interviewer speaking. Everything was filmed at least
twice to have options to select during editing. The editing process was done on the day following
the filming. Exhibit 2-4 describes the video settings, and language-specific settings are indicated.

Chinese, Korean, Vietnamese, and Arabic. Filming of these videos took place at the doorstep
of houses that were occupied by residents who speak those languages and reflected realistic home
environments. The video camerawas held or was set up on a tripod outside the house in a stationary
position. A scene was refilmed if it did not conform to the script, and the video was edited the day
after the filming. Exhibit 2-4 describes the video settings, and language-specific settings are
indicated.
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Exhibit 2-4. Video Settings
Video Interviewer Respondent Setting
Language Professionally Casually dressed Spanish/ Russian/ English
barrier dresse(.;i’ in “business (Spanlsh) ° Apartment bu”dlng exterior
casual. Middle-aged establishing shot.
Wearing a visible Latina .

Census ID Badge

Carrying a bag with
Census Bureau logo
(Spanish/ Russian/
English) Middle-aged
white woman

(Chinese) Middle-
aged, white man

(Korean) Middle-
aged, white woman

(Vietnamese) Young,
Asian man

(Arabic) Middle-aged,
white woman

(Russian and
English) Middle-
aged white
woman

(Chinese) Older
woman in her
60s

(Korean) Young
woman in her
late 20s

(Vietnamese)
Older woman in
her 60s

(Arabic) Young
woman in her
late 20s,
wearing a hijab
(a scarf worn by
some Muslim
women)

Interaction with respondent
happens in doorway of unit.

(Spanish and English)
Interviewer is seen ringing
a bell and being buzzed into
the building and knocking
on a unit door.

(Russian) Interviewer is
seen walking into the
building, and knocking on a
unit door.

Chinese/ Korean/ Vietnamese/
Arabic

House

Interviewer is seen ringing
a bell or knocking on the
door.

Interaction with respondent
happens by the door.

(continued)
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Exhibit 2-4. Video Settings (continued)
Video Interviewer Respondent Setting
Unaware = Professionally Casually dressed Spanish/ Russian/ English
dressed (Spanish) = Apartment building exterior
*  Wearing a visible Middle-aged establishing shot.
Census ID Badge Latina . Interviewer is then seen
= Carrying a bag with (Russian) knocking on a unit door.
Census Bureau logo Middle-aged Interaction with respondent
* (Spanish) Latina, a White woman happens in doorway of unit.
bit younger than (English) * (Spanish and English)
respondent African- Interviewer is seen ringing
*  (Russian/ English) American a bell and being buzzed into
White woman, a bit (Chinese) the building.
younger than Middle-aged * (Russian and English)
respondent man Interviewer is seen walking
= (Chinese/ Korean/ (Korean) Young into the building.
Vietnamese/ Arabic) woman in her Chinese/ Korean/ Vietnamese/
Middle-aged woman late 20s (same  Arabic
respondent in * House
the Language = Interviewer is seen ringing
Barrier) a bell or knocking on the
(Vietnamese) door.
Older woman in * Interaction with respondent
her 60s (same happens by the door and
respondent in inside the home.
Language = (Arabic) A child is seen
barrier) visibly present in the house
(Arabic) Middle-
aged man
Fear/ =  Professionally Casually dressed Spanish/ Russian/ English
Mistrust of dressed (Spanish) = Apartment building exterior
government =  Wearing a visible Middle-aged establishing shot.
Census ID Badge Latina * Interviewer is then seen
= Carrying a bag with (Russian) knocking on a unit door.
Census Bureau logo Middle-aged Interaction with respondent

(Spanish) Latina, a
bit younger than
respondent
(Russian/ English)
White woman, a bit
younger than
respondent
(Chinese/ Korean/
Vietnamese/ Arabic)
Middle-aged woman
(same interviewer in
the Unaware)

White woman
(English) Middle-
aged African-
American
woman
(Chinese)
Middle-aged
man

(Korean) Middle-
aged man
(Viethamese)
Older man in his
60s

(Arabic) Middle-
aged woman
looks about the
same sage as
interviewer

happens in doorway of unit.
(Spanish and English)
Interviewer is seen ringing
a bell and being buzzed into
the building.

(Russian and English)

Interviewer is seen walking

into the building.

Chinese/ Korean/ Vietnamese/
Arabic

House

Interviewer is seen ringing
a bell or knocking on the
door.

Interactions with
respondent happens by the
door.
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Exhibit 2-4. Video Settings (continued)
Video Interviewer Respondent Setting
Low Professionally Working class Spanish/ Russian/ English
engagement dressed attire

Wearing a visible
Census ID Badge

Carrying a bag with
Census Bureau logo

(Spanish) Latina, a
bit younger than
respondent

(Russian/ English)
White woman, a bit
younger than
respondent

(Chinese/ Korean/
Vietnamese/ Arabic)
Middle-aged woman
(same interviewer in
the Unaware and the
Fear)

(Spanish)
Middle-aged
Latina

(Russian)
Middle-aged
White woman
(English) Middle-
aged African-

American
woman

(Chinese)
Middle-aged
man

(Korean) Middle-
aged man, looks
younger than
interviewer

(Vietnamese)
Middle-aged
woman looks
about the same
age as
interviewer

(Arabic) Older
man in his 60s

= Apartment building exterior
establishing shot.

* Interviewer is then seen
knocking on a unit door.
Interaction with respondent
happens in doorway of unit.

* (Spanish and English)
Interviewer is seen ringing
a bell and being buzzed into
the building.

¢ (Russian and English)
Interviewer is seen walking
into the building.

Chinese/ Korean/ Vietnamese/
Arabic

. House

. Interviewer is seen ringing
a bell or knocking on the
door.

= Interaction with respondent
happens by the door.

(Arabic) Islamic religious

symbol is hanging over the
porch.

2.3.4 Developing and Translating Moderator’s Guide and Materials

The moderator’s guide was developed in English first, then translated into the target languages, as
were the consent forms for participation and incentive receipt forms. Even though the guide was

developed first in English,

the design considered issues related to linguistic and cultural

appropriateness. Additional language-specific probes were added.

The moderator’s guide documented the process for conducting the focus groups, including the

following:

= Informed-consent procedures: Informed-consent forms were presented to participants and
verified before the start of the focus group discussions.
= An icebreaker designed to encourage participation: Because the participants could relate to
each other through living in the United States, the icebreaker centered around how they
liked where they were living.
= Protocol guide: The protocol guide incorporated structured or scripted probes, while giving
moderators the flexibility to use spontaneous or emergent probes when needed. It prompted
in this order: Language barrier, Unaware,
Fear/Mistrust of government, and Low engagement. In the Language barrier section, the

the moderator to show four videos
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moderator was prompted to also distribute the actual Language ID Card provided by the
Census Bureau. The moderator was also prompted to hold up a copy of the Security
Warning Card shown in three of the four videos if the participants wanted to know more
about fit.

Spanish and Russian Translations

The translations of the moderator guide and recruiting materials were created by the Russian- and
Spanish-language teams in February 2017. The translations were done following the modified
committee approach (MCA). The MCA is one of the implementations of the Translation, Review,
Adjudication, Pretesting, and Documentation (TRAPD) model for the translation of survey
instruments (Harkness 2003). According to Harkness and Schoua-Glusberg (1998), the MCA uses
three translators to independently translate one-third of the instrument each. The three parts are
assembled into a single full draft. The three translators meet with the adjudicator (typically a
bilingual survey methodologist) and review item by item, improving and refining the draft
translation as a team. The adjudicator resolves issues dependent on survey methodology, assures
consistency across the instrument, and keeps track of the original English to make sure no nuances
are overlooked.

Chinese, Korean, Vietnamese, and Arabic Translations

The moderator guide and recruiting materials were translated in Chinese, Korean, Viethamese, and
Arabic in February and March 2017 using a translation team (Census Bureau, 2005) comprising
the members of the language team. After one or more language experts produced the initial
translation, an in-language meeting was held among the language experts to review the translated
interview protocol overall. Every translated item was reviewed by the group, and each language
expert contributed to the discussion, with the aim of improving and refining the first translation,
ensuring that it reflected the intent of the English-language texts and flowed well in the target
language. The review meeting was refereed by the lead researcher for each language, although
changes to each protocol guide were edited by only one language expertand confirmed by the lead
researcher for accuracy.

The Spanish-, Russian-, Chinese-, Korean-, Vietnamese-, Arabic-, and English-language
moderator’s guides () can be viewed in Appendix C. The Language ID card can be viewed in
Appendix E. The Security Warning Statement card can be viewed in Appendix F.

2.4 Conducting the Focus Groups

2.4.1 Procedures and Logistics

The focus groups took on average 90 minutes to complete, and the participants were paid $75 at
the end of the discussion. All Chinese-, Korean-, and Russian-language focus groups and four
Spanish-language focus groups, were conducted in dedicated facilities in California, Illinois, and
Maryland. The Arabic-language focus groups were held in Michigan, the Vietnamese-language
focus groups in California, and the other two Spanish-language focus groups in North Carolina;
they were conducted in rented conference rooms suitable for focus groups. The English-language
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focus groups were conducted in the greater metropolitan Washington, DC, area. The focus group
discussions were audio- and video-recorded.

The moderator followed the approved moderator’s guide. He or she started by administering the
consent form to the participants. After verifying that all participants had signed the informed
consent form, the moderator began the focus group with an icebreaker and followed the guide. The
four videos were shown at least once (see Section 2.6). Probing was done according to the
moderator’s guide. Because all moderators were experienced, they could follow up with emergent
probes to elicit a deeper discussion when needed.

The selection of the spoken language used by the moderator was purposeful in the Chinese- and
Arabic-language focus groups. The Chinese-language focus group discussion was conducted in
Mandarin because that is the shared language for most Chinese speakers. We provided materials
in simplified characters to mirror the actual decennial census language offerings. The Arabic-
language focus group discussion was conducted in Modern Standard Arabic,® and the moderator
used his native Egyptian colloquial vocabulary during part of his introduction to appear friendlier.
Exhibit 2-5 summarizes the group type, ID, location, and date that they were conducted. The
recruitment sites were jointly selected by the Census Bureau and the RTI-RSS team based on the
concentration of the target population and proximity to qualified recruiters and moderators to
control cost.

2.4.2 Moderator and Notetaker Training

Spanish

Before the first focus group, a conference call was held with the two moderators, and a note taker
in North Carolina, to review the guide jointly and agree on consistency of approach. No note taker

was used in the Illinois or Washington, DC focus groups.

Exhibit 2-5. Group Type, Location, and Date

Language Group Type Group ID Date Location

Spanish Monolingual S1 3/16/2017 North Carolina
Monolingual S5 3/28/2017  lllinois
Monolingual S3 5/3/2017 Maryland
Bilingual S2 3/9/2017  North Carolina
Bilingual S6 3/29/2017  lllinois
Bilingual S4 5/4/2017  Maryland

Russian Monolingual R1 3/3/2017 Maryland
Monolingual R4 3/8/2017 llinois
Monolingual R5 3/8/2017  lllinois
Bilingual R2 3/4/2017  Maryland
Bilingual R3 3/4/2017 Maryland
Bilingual R6 3/7/2017  lllinois

3 Modern Standard Arabic is used in writing and formal speech throughout the Arab world. It is
common for Arabic speakers to use colloquial dialects in their native country.
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Language Group Type Group ID Date Location
Chinese Monolingual Ci 2/14/2017  California
Monolingual C3 3/7/2017  California
Monolingual C4 3/7/2017  California
Bilingual Cc2 2/14/2017  California
Bilingual C5 3/8/2017  California
Bilingual (615) 3/8/2017  California
Korean Monolingual, K1 3/28/2017  California
Age 45+
Monolingual, K2 3/28/2017  California
Age less than
45
Monolingual, K3 3/29/2017  California
Age 45+
Bilingual, Age K4 3/29/2017  California
less than 45
Bilingual, Age K5 3/30/2017  California
45+
Bilingual, Age K6 3/30/3017  California
less than 45
Vietnamese  Monolingual Vi 3/21/2017  California city #1
Monolingual V3 3/22/2017  California city #2
Monolingual V4 3/22/2017  California city #2
Bilingual V2 3/21/2017  California city #1
Bilingual V5 3/23/2017  California city #2
Bilingual V6 3/23/2017  California city #2

Exhibit 2-5. Group Type, Location, and Date (continued)

Language Group Type Group ID Date Location

Arabic Monolingual, Al 2/25/2017  Michigan
Men
Monolingual, A5 4/1/2017  Michigan
Women
Monolingual, A6 3/18/2017  Michigan
Women
Bilingual, Men A2 3/4/2017  Michigan
Bilingual, Men A3 3/4/2017  Michigan
Bilingual, A4 3/25/2017  Michigan
Women

English Monolingual E1 3/23/2017 Maryland
Monolingual E2 4/18/2017  Maryland
Monolingual E4 5/11/2017 Maryland
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Language Group Type Group ID Date Location
Bilingual E3 4/20/2017  Maryland
Bilingual E5 6/1/2017 Maryland
Bilingual E6 6/8/2017  Maryland
Russian

The lead researcher for the Russian-language focus groups trained the moderator. Because the
moderator is also a member of the Russian-language expert team, she was already familiar with
the video scripts and the moderator’s guide because she had been part of the translation team; this
made the training and dry-run relatively short.

Chinese, Korean, Vietnamese, and Arabic

Depending on eachmoderator’s need and the complexity of the anticipated focus group discussion,
the length of the Chinese-, Vietnamese-, and Arabic-language moderator training ranged from 3.5
hours (Chinese) to a full day (Vietnamese and Arabic). The training agenda covered a refresher of
the focus group methodology, adry run of the moderator’s guide, and focus group logistics. The
Chinese- and Arabic-language notetakers participated in the same training. The Vietnamese-
language notetaker participated in an independent 2-hour training. The Korean-language
moderator did not participate in a training because she was one of the lead researchers who had
designed the study protocol.

2.4.3 Methods of Notetaking, Recording, and Transcribing

A notetaker assisted the moderator of the Vietnamese- and Arabic-language focus groups, and the
moderator of the first two Chinese- and Spanish-language focus groups. Based on the notetaker’s
preference, they typed the notes under the pre-assigned Probe ID in the electronic copy of the
moderator’s guide or wrote the notes by hand.

The focus groups were recorded both in video and audio backup. As requested by the Census
Bureau, the transcripts for the Spanish-language focus groups were produced in Spanish, while the
other non-English-language focus groups produced their transcripts in English. The transcribers
were trained to format the transcript consistently and followed uniform transcription conventions
to indicate linguistic elements (see Appendix G).

The Chinese-, Korean-, Vietnamese-, and Arabic-language transcripts were transcribed by the
language team members. Each transcript was reviewed by the lead researcher for that language for
accuracy, and she collaborated with the transcriber to improve the transcripts through multiple
rounds of revisions. Following the transcription of each focus group in both Spanish and Russian,
quality control of the transcript was carried out by someone other than the transcriber. This entailed
watching the video of the focus group while reading the transcript to identify both any errors in
the words captured in the transcript and any attributions to the wrong speaker. In the Maryland
Russian-language focus groups, the facility experienced problems with the video recordings. There
was a mismatch of over 30 seconds between the audio and visual of the video recordings, which
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created serious difficulties for transcription. The moderator and the Russian recruiter worked
together with the video and the audio backup to transcribe and perform quality control. The
Russian-language transcript was a verbatim verbal transcription of all utterances that were later
translated into English. A second technical difficulty in the initial set of groups was that one of the
videos ended before the completion of the focus group. This was also resolved for the transcript
by using the audio backup.

2.5 Recruitment of Focus Group Participants

The minimum number of participants required for each language was 48. The number of
participants required for each group was at least 8 and did not exceed 12. Exhibit 2-6 below shows
the actual number of participants of the focus groups by language and whether they were
monolingual or bilingual. The criteria to classify participants as monolingual or bilingual are as
follows:
= Toqualify asamonolingual participant, a potential participant speaks and reads the target
language “very well,” but speaks and reads English less than “well.”
= To qualify as a bilingual participant, a potential participant must be target-language
dominant. This means he or she speaks and reads the target language “very well,” speaks
and reads English “well” or “very well,” and prefers to fill out forms in the target language
when given a choice between English and target language.

Exhibit 2-6. Number of Participants by Group and by Language Proficiency

Language Monolingual Bilingual Total
Spanish 28 25 53
Russian 30 29 59
Chinese 24 24 48
Vietnamese 25 26 51
Korean 27 27 54
Arabic 28 28 56
English 23 22 45

Total 366

2.5.1 Group-Specific Recruitment

In consultation with the Census Bureau, the composition of the bilingual and monolingual groups
for each language were decided based on achieving a wide range of demographic distribution and
past experience recruiting non-English speakers over time. We over-recruited participants to
ensure that the number of participants for each focus group was at least eight, even in the case of
no-shows. In addition, birthplace and origins have implications in linguistic and cultural
understanding among Spanish, Russian, Chinese, and Arabic speakers. We recruited for various
origins and birthplaces for those languages. There were no such targets for the Korean- and
Vietnamese-language focus groups, because most Korean and Vietnamese speakers in the United
States are born in South Korea and Vietnam. We also strove to achieve diversity in representing
the three major Chinese dialects (Mandarin, Cantonese, and Shanghainese).
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The language-specific recruitment details were as follows.

Spanish. The Spanish-language focus group targets included more monolingual respondents than
bilingual respondents, given prior experience with higher cancellation and no-show rates among
monolinguals. This population often depends on others for transportation and can easily be left
without a means to arrive to the focus group at the last minute. The target for education was lower
for monolingual groups than bilingual groups, as bilinguals tend to have higher education. For
entry year, the target assumed that there are fewer monolingual speakers among those who have
arrived before 2000 than more recently. Exhibit 2-7 shows the target recruitment ranges versus the
characteristics of the actual 53 participants who participated in the Spanish-language focus groups.

Exhibit 2-7. Spanish-Language Focus Group Recruitment Target Ranges and
Results
Spanish Focus Groups Targets Actual Participants
Characteristics Subcategories Monolingual Bilingual Monolingual Bilingual
Educational Less than HS 9-13 6-11 7 4
attainment
HS graduates 21-26 14-21 13 10
College 7-10 6-12 8 11
Sex Female 20-25 20-25 16 13
Male 20-25 20-25 12 12
Entry year 1999 or earlier 6-10 12-16 3 9
2000 to 2009 13-16 17-21 12 9
2010 or later 9-16 9-13 13 7
Age Younger than 35 5-9 4-7 6 8
35-54 22-26 18-22 20 14
55 or older 11-15 9-12 2 3
Birthplace Mexico 12-18 12-18 12 12
Central America 9-18 9-18 8 7
South America 0-6 0-6 6 4
Caribbean/Puerto Rico 3-9 3-9 2 2
Total 36—45 30-36 28 25

HS = high school.

Russian. The Russian-language focus groups had exhibited better show rates than the Spanish- or
Arabic-language focus groups in the past. For this reason, the targets included over-recruiting for
the Russian groups to improve the ability to provide demographically diverse groups. For Russian
speakers, the target number for demographic characteristic was the same for both monolingual and
bilingual participants. Additionally, based on prior experience, we anticipated that most
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participants would be college educated. Exhibit 2-8 shows the target recruitment ranges versus the
characteristics of the actual 59 participants who participated in the Russian-language focus groups.

Exhibit 2-8. Russian-Language Focus Group Recruitment Target Ranges and
Results
Russian Focus Groups Targets Actual Participants
Characteristics Subcategories Monolingual Bilingual Monolingual Bilingual
Educational Less than HS 0-2 0-2 0 0
attainment
HS graduates 2-4 2-4 5 3
College 28-32 28-32 25 26
Sex Female 15-20 15-20 19 18
Male 15-20 15-20 11 11
Entry year 1999 or earlier 9-12 9-12 12 8
2000 to 2009 3-6 3-6 7 7
2010 or later 18-23 18-23 11 14
Age Younger than 35 3-5 3-5 5 8
35-54 17-21 17-21 10 13
55 or older 9-13 9-13 15 8
Birthplace Russia 9-18 9-18 14 12
Ukraine 9-15 9-15 8 10
Uzbekistan/Belarus 3-6 3-6 8 7
Elsewhere 0-3 0-3 0 0
Total 36 36 30 29

HS = high school.

Chinese, Korean, and Vietnamese. In previous research projects, these Asian-language groups
had better show rates than all other languages. In our experience, monolingual and bilingual
speakers’ show rates do not likely differ for the Asian-language groups once a commitment is
obtained during the recruitment stage. Thus, we overrecruited by fewer individuals for the Asian-
language groups.

For Chinese and Vietnamese, the target numbers of respondents with specific demographic
characteristics is almost the same for both monolingual and bilingual participants. The “less than
high school” category for the Chinese-language bilinguals is the only exception. Because it is rare
for a Chinese speaker to be bilingual with less than ahigh school education, we allowed not having
anyone in this category for the Chinese-language group. The target ranges also considered the
different immigration patterns of the Chinese- and Vietnamese-speaking populations. There has
been a constant influx into the United States of Chinese-speaking immigrants in the past decade,
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along with the existing large number of immigrants who came before 2000. On the other hand, the
growth of the immigrant population has shown a slower trend for Vietnamese immigrants since
2010 (see Zong & Batalova, 2016), as reflected in the target ranges.

There were several recruitment challenges. For the Chinese-language focus groups, it was more
difficult to recruit Hong Kong—born monolinguals than bilinguals. The monolingual Hong Kong-
born target was lowered because we had to substitute two target Hong Kong—born Cantonese-
speaking participants with two Cantonese speakers born in mainland China. We recruited fewer
college graduates in the monolingual Vietnamese-language groups. Nevertheless, the target ranges
were met. Exhibits 2-9 and 2-10 show the target recruitment ranges versus the characteristics of
the actual 48 and 51 participants who participated in the Chinese- and Vietnamese-language focus
groups, respectively.

Exhibit 2-9. Chinese-Language Focus Group Recruitment Target Ranges and
Results
Chinese Focus Groups Targets Actual Participants
Characteristics Subcategories Monolingual Bilingual Monolingual Bilingual
Educational Less than HS 3-9 0-3 3 1
attainment HS graduates 9-20 9-21 11 7
College 9-20 9-21 10 16
Sex Female 12-21 12-21 12 11
Male 12-21 12-21 12 13
Entry year 1999 or earlier 6—-20 6—-20 7 10
2000 to 2009 6—-20 6—-20 11 6
2010 or later 6-20 6-20 6 8
Age Younger than 35 3-12 3-12 8 5
35-54 6-21 6-21 9 11
55 or older 6-21 6-21 7 8
Birthplace? Mainland China 9-27 9-27 19 13
Taiwan 3-9 3-9 4 6
A : s
Total 33 33 24 24

2 All 48 participants spoke Mandarin. Additional Chinese dialects represented were Cantonese, Fukien,
Taiwanese, and Shanghainese.

HS = high school.
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Exhibit 2-10. Vietnamese-Language Focus Group Recruitment Target Ranges and

Results
Vietnamese Focus Groups Targets Actual Participants
Characteristics Subcategories Monolingual Bilingual Monolingual Bilingual
Educational Less than HS 0-9 0-9 7 2
attainment
HS graduates 16-24 9-24 12 12
College 2-24 9-24 6 12
Sex Female 12-21 12-21 14 14
Male 12-21 12-21 11 12
Entry year 1990s or earlier 9-21 9-21 10 13
2000s 6-20 6-20 7 7
Since 2010 or later 3-12 3-12 8 6
Age Less than 35 3-15 3-15 4 6
35-54 9-24 9-24 14 14
55 or older 6—20 6—20 7 6
Total 33 33 25 26

HS = high school.

Consistent with the Korean-language focus groups conducted in the 2015 study (Park, 2015), we
grouped participants by age to minimize the seniority effect due to age in the Korean culture that
would affectgroup dynamics: “younger” group (18 to 44 years old) versus “older” group (45 years
or older). Out of the three monolingual Korean-language focus groups, we assigned two groups to
include participants 45 years or older and one group with participants 18-44 years old. For the
bilingual focus groups, two groups included participants 18-44 years old and one group had
participants 45 years or older. We believe this assignment reflects the English-language
proficiency of monolinguals in general, that monolinguals tend to be older. According to Shin and
Kominski (2010), Asian/Pacific Islanders who are 41 or older speak English less than “very well”
at a much higher rate than those who are 40 years or younger. We used 45 years old as the cutoff
point to be consistent with the predecessor study. Yet, recruiting a bilingual participant who came
to the United States after 2010 and who is older than 45 means that person must be a recent, older
immigrant. This was more challenging to recruit because (1) most older respondents are
monolinguals and (2) older bilinguals are usually not recent immigrants. We also lowered the
targets for “less than high school” because Korean speakers tended to have higher educational
attainment. Exhibit 2-11 shows the target recruitment ranges versus the characteristics of the
actual 54 participants who participated in the Korean-language focus groups.
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Exhibit2-11. Korean-Language Focus Group Recruitment Target Ranges and

Results
Korean Focus Groups Targets Actual Participants
Characteristics Subcategories Monolingual Bilingual Monolingual Bilingual
Educational Less than HS 0-9 0-9 0 0
attainment
HS graduates 6-27 5-27 8 10
College 6-27 6-28 19 17
Sex Female 6-27 6-27 14 14
Male 6-27 6-27 13 13
Entry year 1999 or earlier 2-21 6-21 5 11
2000 to 2009 6-25 6-21 11 10
2010 or later 6-25 6-21 11 6
Age Younger than 35 2-9 4-18 5 12
35-44 2-9 4-18 4 6
45-54 4-18 2-9 11 4
55 or older 4-18 2-9 7 5
Total 31-33 31-33 27 27

HS = high school.

Arabic. Arabic speakers include diverse origins (e.g., Syrian, Lebanese, Egyptian, Moroccan,
Saudi, Iraqi). In the predecessor study (see Sha et al., 2015), we experienced a high rate of no-
shows and had people who felt intimidated after reading the consent form and chose to leave.
Therefore, we overrecruited for both monolingual and bilingual groups. Based on findings from
previous research (Sha et al., 2016) the research team determined that in addition to recruiting
respondents who were monolingual and bilingual the focus groups would be gender segregated.
Of the three monolingual Arabic-language focus groups, we recruited two female-only groups and
one male-only group. For the bilingual focus groups, we assigned only males to two groups and
only females to one group to even out the total number of male and female participants. The
assignments were based on the assumption that there are more monolingual speakers than
bilinguals among Arab women (see Read, 2014, which describes how Arab immigrant women’s
family obligations resulted in the lowest employment rate among immigrant women). In general,
it was more challenging to recruit monolingual women who are college educated. In addition,
about one-third of screened eligible recruits were refugees who have been in the United States for
3 or fewer years. Group assignment reflected this distribution.
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Exhibit 2-12 shows the target recruitment ranges versus the characteristics of the actual 56
participants who participated in the Arabic-language focus groups. The actual numbers in some
cells appear lower than the minimum target for a particular characteristic because of the effect of
over-recruitment. The over-recruitment rate was highest for the Arabic-language focus groups in
this study. 4

Exhibit 2-12. Arabic-Language Focus Group Recruitment Target Ranges and

Results
Arabic Focus Groups Targets Actual Participants

Characteristics Subcategories Monolingual Bilingual Monolingual Bilingual
Educational Less than HS 8-11 8-11 7 9
attainment

HS graduates 12-16 12-16 10 7

College 16—-20 16—-20 11 12
Sex Female? 30 15 19 10

Male 15 30 9 18
Entry year 1999 or earlier 10-13 10-13 6 5

2000 to 2009 12-21 12-21 12 11

2010 or later 12-21 12-21 10 12
Age Younger than 35 9-12 9-12 5 11

35-54 25-30 25-30 18 11

55 or older 5-8 5-8 5 6
Birthplace Middle East 18-36 18-36 22 24

North Africa 3-15 3-15 6 4
Total 45 45 28 28

2 Seventeen of the 29 female focus group participants wore hijab or nigab.

HS = high school.

4 It is too complex to present the direction of the dynamic cell fulfillment as affected by over-
recruitment in a tabular formatin Exhibit 2-12. In actuality, the recruitment goals were met or
exceeded.
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English. Recruitment targets for both monolingual and bilingual English-language focus groups
were the same. We planned to hold three groups of monolingual English speakers and three groups
of participants who spoke English and at least one other language, with the groups separated by
level of education. However, during recruitment, we had difficulty recruiting bilingual individuals
with lower educational attainment. The recruitment targets for education level in the bilingual
groups were changed, and the focus groups included individuals with different levels of education.
There were no original target goals for entry year or birthplace for the English-language groups.

Exhibit 2-13. English-Language Focus Group Recruitment Target Ranges and

Results
English Focus Groups Targets Actual Participants

Characteristics Subcategories Monolingual Bilingual Monolingual Bilingual

Educational Less than HS 8-12 8-12

attainment HS graduates 8-12 8-12 14 5
College 8-12 8-12 9 17

Sex Female 12-21 12-21 12 16
Male 12-21 12-21 11 6

Entry year® 1999 or earlier n/a n/a n/a 8
2000 to 2009 n/a n/a n/a 6
2010 or later n/a n/a n/a 1

Age Younger than 35 9-12 9-12 7 7
35-54 9-24 9-24 8 11
55 or older 10-11 10-11 8

Birthplace United States n/a n/a 23 7
Outside United States n/a n/a 15

Total 23 22

HS = high school.

2.5.2 Recruiting Methods

The recruiters used a standardized screening questionnaire to screen for eligible participants, with
questions asking about English and target-language reading and speaking abilities and collecting

basic demographic characteristics.

= To qualify as a participant in this study, either asa monolingual or a bilingual, a potential
participant must be a native speaker of the target language and, for non-English languages,

a first-generation immigrant who was 12 or older at the time of immigration.

= To qualify as a monolingual participant, a potential participant had to speak and read the
target language “very well,” but speak and read English less than “well.”
= To qualify as a bilingual participant, a potential participant had to be target-language
dominant. This means he or she could speak and read the target language “very well,”

5 Six bilingual participants were US-born, and a bilingual participant had missing data for entry year.
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speak and read English “well” or “very well,” and prefer to fill out forms in the target
language when given a choice between English and the target language.

Recruitment screening began when a potential recruit responded to an advertisement, flyer, or
community contact. Potential participants called a number where a bilingual recruiter screened the
caller for eligibility. In some cases, potential participants were screened in person. The screener,
completed only on paper, included a brief description of the project, the purpose of the interview,
and the confidential nature of the study. As potential recruits were screened, the recruiter alerted
the team lead of potential recruits and discussed eligibility based on the screener. If the team lead
believed the case met targeted needs and eligibility, she approved the case to be included in a focus
group.

= Spanish. Recruitment took place from February 13 to March 16, 2017, for the North
Carolina location, and from February 13 to May 3, 2017, for the Illinois and Maryland
locations. To recruit Spanish speakers, we advertised in Spanish-language Facebook
groups, posted flyers in community venues (including ethnic stores and community
organizations), and recruited via word of mouth.

» Russian. Recruitment took place from February 20 to March 8, 2017. Recruiting
monolinguals in the greater Washington, DC, metro area proved more difficult than in prior
studies. In addition to advertisements in a Maryland Russian-language newspaper,
recruiters called other advertisers who had posted Russian-language ads to alert them about
the study and asked them to refer persons in their network. Inaddition, we distributed flyers
in community venues (including ethnic stores and community organizations) and recruited
via word of mouth.

= Chinese, Korean, and Vietnamese. Recruitment took place from January 17 to March 8,
2017, for the Chinese-language focus groups; from February 3 to March 30, 2017, for the
Korean-language focus groups; and from February 22 to March 23, 2017, for the
Vietnamese-language focus groups. The recruiters had strong ties to the Chinese, Korean,
and Vietnamese communities and used word of mouth exclusively. For example, the
recruiter reached out to his or her personal or business contacts, visited churches or
nonprofit organizations serving immigrants, or attended events or programs frequented by
the study population. These contacts helped by spreading the word about the study. The
recruiter focused on specific characteristics and did not approach or screenthose who might
not fit what he or she was looking for at that time.

= Arabic. Recruitment took place from February 6 to April 1, 2017. The recruiter screened
in person more frequently than the other languages because many potential recruits
preferred to meet in person to learn more about the study before they agreed to participate.
The start of the recruitment period coincided with the “majority-Muslim country travel
ban” (early February 2017), so all participants wanted to be assured that they were not
being targeted and that focus group participation would be safe for them. In addition, the
first three focus groups consisted of male participants only, followed by three women-only
groups. Many of the women agreed to be screened when a male participant in one of the
focus groups told the women’s husbands or a male family member about the study.
Furthermore, one recruiter obtained endorsement from religious leaders, who helped by
spreading the word about the study. Although the screening questionnaire was not designed
to ask for religious affiliation, we believe that our participants included both Muslims and
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Christians because we recruited from mosques, social service agencies, announcements on
radio shows, and word of mouth.
= English. Recruitment took place between March 1st and June 6th, 2017. Monolingual
respondents were recruited through a Census Bureau English-speaking respondent
database. Bilingual respondents were recruited via the respondent database coupled with
community outreach conducted by members of the research team. Bilingual respondents
were screened via telephone by bilingual researcher team members. Respondents were
recruited via community groups, social service agencies, and personal contacts.
The Spanish-, Russian-, Chinese-, Korean-, Vietnamese-, Arabic-, and English-language screening
questionnaires can be viewed in Appendix G.

2.5.3 Analysis Method and Units of Analysis

For the analysis of the Spanish- and Russian-language focus group results, a first step was creating
a summary of each focus group. Each summary described the composition of the group, the most
salient reactions about each mindset, and any common findings across videos. For the overall
analysis, however, a full review and theme abstraction was done from each transcript. Sorting and
combining supporting text for each theme was done using Microsoft Word.

The Korean-, Vietnamese-, and Arabic-language focus group transcripts were coded by the lead
researcher of each team. The Chinese-language focus group transcripts were coded by a member
of the language team and each code was checked by the lead researcher for accuracy. The coding
scheme organized nonverbal and verbal behaviors, culture-specific issues, and key messages into
positive and negative codes. Any potential solutions mentioned in the group discussions were also
coded and linked to each coded issue. The Vietnamese- and Arabic-language coding was
facilitated by the NVivo 10 software, and the Chinese- and Korean-language coding was
completed electronically using Microsoft Word and tallied manually.

We analyzed the focus group results by language, by language proficiency (monolingual vs.
bilingual), and across languages. The first level of analysis wasto summarize findings by language.
We reviewed the transcripts and compared participants’ views and opinions for each video. We
identified themes that appeared across focus groups and described them together with our
recommendations. The second level of analysis was to review and analyze findings by language
proficiency to identify differences, if there were any, between monolingual and bilingual speakers.
The third level of analysis was to look for differences and similarities in participants’ views across
languages. While linguistic and cultural factors affected the opinions and experiences of focus
group participants across languages, some common elements persisted across language groups.
Thus, our analysis included a summary of differences and commonalities across languages.

2.6 Sources of Variability

Video Administration During the Focus Groups. Among the four videos, all participants in the
non-English-language focus groups saw the Language barrier and Low engagement videos once.
There were some variations in the frequency they viewed the Unaware and Fear/Mistrust of
government videos. The variation was introduced primarily to control the length of the focus
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groups, while achieving a level of within-language consistency. Participants in the English focus
groups viewed the videos once. Exhibit 2-14 below documents the variation across languages.

Exhibit 2-14. Frequency of the Unaware and Fear/Mistrust of Government Video
Administration

Language Group Type Group ID Videos Date Location
Spanish Monolingual Si 2X 3/16/2017 North Carolina
Monolingual S5 1x 3/28/2017 lllinois
Monolingual S3 1x 5/3/2017 Maryland
Bilingual S2 2x 3/9/2017 North Carolina
Bilingual S6 1x 3/29/2017  lllinois
Bilingual S4 1x 5/4/2017 Maryland
Russian Monolingual R1 2X 3/3/2017 Maryland
Monolingual R4 1x 3/8/2017  llinois
Monolingual R5 1x 3/8/2017 lllinois
Bilingual R2 2X 3/4/2017 Maryland
Bilingual R3 2X 3/4/2017 Maryland
Bilingual R6 1X 3/7/2017 lllinois
Chinese Monolingual C1 2x 2/14/2017 California
Monolingual C3 2X 3/7/2017 California
Monolingual C4 2X 3/7/2017 California
Bilingual c2 2X 2/14/2017  California
Bilingual C5 2x 3/8/2017 California
Bilingual C6 2X 3/8/2017 California
Korean? Monolingual, K1 2X 3/28/2017 California
Age 45+
Monolingual, K2 2X 3/28/2017  California
Age < 45
Monolingual, K3 2x (Unaware) 3/29/2017 California
Age 45+ 1x (Fear/mistrust)
Bilingual, K4 2x (Unaware) 3/29/2017  California
Age < 45 1x (Fear/mistrust)
Bilingual, K5 2x (Unaware) 3/30/2017 California
Age 45+ 1x (Fear/mistrust)
Bilingual, K6 2X 3/30/3017 California
Age < 45

(continued)

Exhibit 2-14. Frequency of the Unaware and Fear/Mistrust of Government Video
Administration (continued)

Language Group Type Group ID Videos Date Location

VietnameseP? Monolingual Vi1 1x 3/21/2017 California city #1
Monolingual V3 2x 3/22/2017  California city #2
Monolingual V4 2x 3/22/2017  California city #2
Bilingual V2 1x 3/21/2017 California city #1
Bilingual V5 2x 3/23/2017 California city #2
Bilingual V6 2x 3/23/2017 California city #2
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Language Group Type Group ID Videos Date Location

Arabic Monolingual, Al 2X 2/25/2017  Michigan
Men
Monolingual, A5 2X 4/1/2017 Michigan
Women
Monolingual, A6 2X 3/18/2017  Michigan
Women
Bilingual, Men A2 2X 3/4/2017 Michigan
Bilingual, Men A3 2X 3/4/2017  Michigan
Bilingual, A4 2x 3/25/2017 Michigan
Women

English Monolingual E1 1x 3/23/2017 Maryland
Monolingual E2 1x 4/18/2017 Maryland
Monolingual E4 1x 5/11/2017 Maryland
Bilingual E3 1x 4/20/2017 Maryland
Bilingual E5 1x 6/1/2017 Maryland
Bilingual E6 1x 6/8/2017 Maryland

2 The Unaware video was shown twice in all Korean-language focus groups. The Fear/Mistrust of

government video was shown twice in three Korean-language focus groups (two monolingual and
one bilingual), and once in three groups (one monolingual and two bilingual).

b Two Vietnamese-language focus groups (one monolingual and one bilingual in California location #1)
saw the videos once, and the rest of the groups saw them twice during the discussion.

Amateur Actors for the Video Production. Memorizing the lines was challenging for the
amateur actors playing the role of interviewer. The amateur actors in the Chinese- and Korean-
language videos memorized all lines. Teleprompter software was used for the actors to read their
lines in the Russian-, Spanish-, and English-language videos. Hardcopy scripts were provided as
an aid for the actors filming the Vietnamese- and Arabic-language videos. Focus group participants
noted that the interviewers in the Russian-, Spanish-, Korean-, Vietnamese-, and Arabic-language
videos did not consistently make eye contact with the respondents. Some felt this made the
interviewers appear unfocused or suspicious or like they were trying to see what was inside the
residence.

Moderator Style. The Korean-language focus group moderator clarified points of confusion
readily during the focus groups because she felt that it was the best way to engage the Korean-
language focus group participants. This was not done in any of the other languages and was not
part of the standardized moderator’s guide. In addition, a notetaker was present at all the
Vietnamese- and Arabic-language focus groups and the first two Chinese- and Spanish-language
focus groups to facilitate later analysis. The Russian-language focus groups had a co-moderator
and did not use a notetaker. The Korean-language focus groups and the final four Spanish-language
focus groups did not use notetakers.
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3. FINDINGS FROM CHINESE-LANGUAGE FOCUS GROUPS

In this chapter, we report findings fromthe Chinese-language focus groups, summarizing
their reactions to the four video scripts reviewed during the focus group discussion. Findings
are presented in the order of the video scripts reviewed and discussed in the focus groups:
Language barrier, Unaware, Fear/mistrust of government, and Low engagement mindsets.
For each video script, we document findings in terms of focus group participants’ reactions
to the interviewer’s nonverbal behavior and appearance, verbal behavior (e.g., words used,
tone), key messages, and cultural-specific features. We also summarize major issues and
concerns that emerged from the group discussions. To facilitate transparency in the
reporting of the analysis, transcript excerpts are accompanied by their focus group ID
number, as specified in Exhibit 2-5 in the Methods chapter.

3.1 Language Barrier

3.1.1 Summary of Findings

The Language barrier video depicts an interaction between an English-speaking Census
interviewer and a Chinese-speaking respondent. This section describes how the Chinese-
language focus group participants perceived and reacted to the interaction in the video. One
important element in the interactionis the use of a Census Language Identification (ID)
Card by the Census interviewer to identify the language spoken by the respondent and to
obtain a telephone number from the respondent. How Chinese-language focus group
participants reacted to the feasibility and usability of the Language ID Card is summarized

in this section as well.

Reaction to How the I nterviewer Handled the Situation

Most participants in all six groups reacted positively to the interviewer. They were
impressed by how the interviewer handled the situation in which the respondent did not
speak English, and the interviewer was not deterred by the language barrier. They liked the
fact that he offered an option to use the Language ID Card to communicate with the
respondent. They felt that this showed that the interviewer was well- prepared for his work
and was responsible. Excerpt 1 reflects this reaction.

Excerpt 1. [C2 Lines 235—239]

P4: I liked that he was “/AZ7’ (responsible). When R didn’t want to work with him,

he found other options {Note: uttered in English: options} to try to
communicate with him. He didn’t leave just because he didn’t understand the
respondent’s language. I liked it. But in the last part about mobile phone, |
feel no one will give him the phone number.

Participants also noticed the interviewer’s good attitude, commenting that the interviewer
seemed sincere and looked kind and professional. They pointed out that the interviewer was
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patient, friendly, and polite, because the interviewer used expressions such as “thank you.”
The interviewer’s body language made people comfortable, and his way of speaking did not
create any pressure for people.

However, one focus group had some negative reactions to the language barrier video. A few
participants in Group C4 commented that the interviewer looked stiff and rigid. He should
have smiled more to be friendlier. In addition, all participantsin this group said that they
did not like the way the interviewer knocked on the door. It was too loud, which would scare
people. They suggested that he should ring the doorbellinstead. Excerpt 2 describes this
reaction.

Excerpt 2. [C4 Lines 181-187]

P8: He knocked on the door too loudly; “ - A 5472 7 (scared me to death)!
Group: Hhh.
P8: This house {Note: in the video} has a metal door knocker. Usually in the

U.S., there are door bells and it was fine. But the way he knocked would
scare this elder lady! He could knock quietly because in the video it was very
loud. Everyone will be scared.

The other five groups did not have many negative comments about the interviewer.
However, despite the overall positive reaction to the interviewer himself, participants in all
six groups expressed two general concerns: (1) opening the door to a stranger and

(2) giving a phone number to the interviewer. Most participants were concerned about
safety when opening the door to a stranger, especially a male. They commented it was
better to have a female interviewer or someone who looked like them. They commented
that an ID badge was very important; they would not open the door if the interviewer did
not show ID. They would like to see a clear ID to prove that the interviewer was from the
census, because to some participants, the interviewer ID shown in the video looked like a
driver’s license. Participants suggested various ways to alert people that a Census
interviewer is coming, such as sending an advanced notice in the target language.

Most of the participants in all six groups said that they would not give their phone number
to a stranger. In three groups (C2, C4, C6), participants reacted strongly to the
interviewer's request for the respondent’s phone number. They all agreed that the
respondent should not give out her phone number to a stranger and that they themselves
would not give out their phone number for two reasons: (1) a phone number is their private
information and it is not appropriate for the interviewer to ask for a phone number and (2)
it is not safe and Chinese speakers do not trust others easily. A comment made by one
participant is a good summary of this feeling.
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Excerpt 3. [C4 Lines 315-316]

P1 I think it is easy to find your own language on this language card. As for
giving phone number, | agree with what others just said. However, it doesn’t
matter which country you are from or what language you speak, even [if] it
{Note: interviewer} is an Asian face, because the society is different now; it
is unsafe. People care about privacy, first of all. Second, even though on this
card, it says this person works for the Census Bureau, people still are “#4"”
(on guard) and won't give their phone number to anyone easily.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

A common theme emerged from the group discussions about the interviewer’'s nonverbal
behavior, including appearance, attire, and use of a Census ID badge: the interviewer’s
business casual attire was not formal enough for the situation. Participants in five groups
agreed on this issue. In one group (C5), only one participant had a similar comment and
said the interviewer was not formal enough, while the others did not agree. However, the
interviewer’s attire is clearly an issue for the interaction between an English-speaking
interviewer and a Chinese-speaking respondent. Most participants said that winning trust
was the most important task for the interviewer in a situation like this and that more formal
attire would ease the respondent’s fear of opening the door to a stranger. The fear mostly
came from concerns for safety or the legitimacy of the Census interviewer. The following
comment from a participant reflects this sentiment.

Excerpt 4. [C1 Line 223—-226]

P11: Because recently there are many crimes in the Chinese community.
Oftentimes there are robberies knocking on the doors. So, if this person
doesn’t wear something formal, Chinese won’t open the doors because they
are mostly immigrants. It is like self-defense.

Although they did not think formal attire (e.g., suit and tie) was necessary, they suggested
wearing a white button-down shirt and a tie or a government uniform. They gave some
specific suggestions such as wearing a uniform or a vest with the Census Bureau logo on it
to increase the interviewer’s legitimacy as a census worker. Some participants suggested
that the interviewer should carry an ID or a name card in Chinese to show that the
interviewer was a legitimate census worker because the respondent could not read English.

Reaction to the Language Identification Card

Almost all participants in the six groups liked the Language ID Card. They commented that
the presentation of languages was clear and that it was easy for themto locate their
language (both Cantonese and Mandarin Chinese) on the card. They agreed that using a
language identification card like this one was useful in the situation of language barrier.
They also liked the information presented in the Language ID Card, saying it had specific
information and contained two options (asking whether there is someone who speaks
English and if not, asking the respondent to provide a phone number) about what to do.
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However, although participants agreed it was easy for themto locate their language on the
Language ID Card, many of themdid not like the current placement of languages in the
card. They raised two concerns. The first one is that the placement of the languages in the
card was not logical. In the current format, all languages are alphabetically ordered by their
English-language name, but this logic of placement is not obvious to Chinese-speaking
respondents. People must flip through the card to find their languages. The second issue is
that the two Chinese languages (Cantonese and Mandarin) are listed on separate pages
because the languages are alphabetically ordered by their English-language name (for
example, Cantoneseis grouped with other languages that start with C, and Mandarin is
grouped with languages that started with M and on a separate page). In addition, each
Chinese language has two versions (traditional Cantonese, simplified Cantonese; traditional
Mandarin, simplified Mandarin). Participants agreed that having two versions of Chinese
(simplified and traditional) for both Cantonese and Mandarin is not necessary. This makes
the Language ID Card look very complicated and very busy. Excerpt 5is an example of this
reaction.

Excerpt 5. [C5 Lines 443—470]

P9: Why do they have Cantonese and also simplified Chinese? | am a person who
doesn’t like to read.

No problem. [Looking at P9]

[To the group] Do you feel that this card works well for the situation as shown
in the video? Please imagine this interviewer is not Chinese and cannot speak
Chinese. Can this interviewer use this cardin this situation?

P1: The arrangement is not good. The Chinese language should be placed at the
third place.

Group: Hhh

M: Why do you have such a need?

P1: In California, English is an official language. Spanish is popular and should be

placed at the second place. Chinese is the third largest population in
California. Why should Chinese be placed on a back page?

P7: I think all four Chinese languages should be grouped together.

M: What is the reason?

P7: You can easily see all the options in one place.

P1: The Chinese ones should be placed in a group at the very beginning.

Participants in four focus groups (C2, C3, C5, C6) offered specific suggestions to handle
these twoissues. For the first issue of language placement, they suggested two options:
(1) the languages could be listed by frequency of use (i.e., size of the U.S. population that
speaks the language), for example, English, then Spanish, then Chinese (see Excerpt5), or
(2) the languages could be grouped together according to the geographic location of the

ES-3-4



Section 3 — Findings from Chinese-Language Focus Groups

countries or regions that speak the languages (i.e., all European languages grouped
together, all Asian languages grouped together).

For the placement of Chinese languages, participants suggested that the Chinese languages
(Mandarin and Cantonese) should be grouped together and with only one version for each.
That is, use simplified Mandarin and traditional Cantonese. Issues with the placement of the
languages was a constant finding across focus groups, and a recommendation about this is
included in the recommendation section (see Section 3.6.1.2.)

3.1.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

There is no clear trend of differences betweenthe monolingual and bilingual groups in their
reaction to thevideo script. Only one slight difference was observed between the
monolingual and bilingual groups in the discussion of language placement in the Language
ID card as reported above. While only one monolingual group (C3) found a problem with the
placement of languages in the card, all three bilingual groups commented on this issue and
offered specific solutions. However, this does not constitute a clear difference between the
monolingual and bilingual groups as a whole on the issues discussed in this video script.

3.2 Unaware

3.2.1 Summary of Findings

This video depicts a Chinese-speaking Census interviewer talking to a Chinese-speaking
respondent who is unaware of the U.S. census. This section summarizes findings from the
focus group discussion on how the Chinese-language focus group participants perceived and
reacted to the interaction in the video. Key findings include participants’ reaction to the
interviewer’s verbal and nonverbal behavior (both positive and negative reactions), their
reaction to key census messages, and culture-specific features in the interaction.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Most participants in six focus groups showed positive reactions to the interviewer’s
nonverbal behavior and appearance, and they liked her demeanor. They said that she
showed appropriate eye contact and gestures and had a good attitude. She gave clear
explanations on the purpose of her visit and the importance of the census. They felt that
she was sincere, trustworthy, and friendly because she was smiling all the time. This kind of
behavior would help the respondent want to work with her. They also commented that she
was professional, knowledgeable, and orderly in presenting information and conducting the
interview. The following excerpt illustrates this reaction among the participants.

Excerpt 6. [C5 Lines 533-534]

P6: | feel the way the interviewer held her files made me feel she was very
professional. | think it’s necessary for an interviewer to look professional by
holding something in her hands.
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Almost all participants agreed that the interviewer’s attire was appropriate and that she
looked sincere. A few participants, however, suggested that she should wear more-formal
attire, a uniform, or something with a Census Bureau logo on it to give the respondent a
sense of safety (i.e., to show she is a legitimate census worker). Other participants did not
object to this suggestion. The comment on the need to wear a uniform with a Census
Bureau logo seems to be recurring across the focus groups and the video scripts.

In addition, many participants liked the fact that the Census Bureau sent an interviewer who
could speak Chinese. That could ease participants’ worry on the safety issue. However,
some participants still questioned the interviewer's legitimacy and suggested using a name
card in Chinese to gain the respondent’s trust because the respondent could not read
English.

The only negative reaction was fromone participant [C6-P11] in group C6, who reported
she was unwilling to participate in the Census interview because the interviewer was
standing too close to the respondent. She felt that the interviewer should have stood at a
greater distance fromthe respondent.

Reaction to I nterviewer’s Verbal Behavior

One common reaction fromthe groups is that they noticed that the interviewer was very
patient in addressing the respondent’s concerns and that she gave detailed explanations of
the census. They said that she answered the respondent’s questions professionally and
clearly explained the privacy issue that Chinese people cared about the most. Participants
all reacted positively to this. They liked the interviewer’s tone, and her ways of speaking.
For example, she used interactive linguistic cues, suchas “#&%11EM%?” (Do you know?) to
engage the respondent. She also used appropriate polite and honorific wording in Chinese
i “ffen

(e.g., “ig” (please), “f&” nin, (polite form of you)) to address the respondent. The following
excerpt is an example of this kind of reaction.

Excerpt 7. [C3 Lines 600—605]

P10: Yes, her intonation was “ /£ (steady), which gave an impression of being
professional. Secondly, she encouraged and triedto arouse the respondent’s
interest. For example, she said, “ %4/ "5 (Do you know?) “ % & X G114 4F
£ (Do you know what benefits this will bring?). The respondent became
curious and his interest was also aroused. This was how she said it. Also, her
eye contact has been on the respondent, which made one feel “ 2"
(assured).

However, some participants from three groups (C2, C4, C5) had negative reactions. One
participant [C2-P6] in Group C2 thought that the interviewer’s explanation wastoo long and
too wordy. One participant [C4-P2] in Group C4 commented that the interviewer spoke too
fast. About half of the participants in C5 voiced negative reactions. The main comment was
that she seemed to be reciting a script. Participants said the interviewer talked too much,
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and what she said was too long-winded. This had a negative effect on respondents. Two
participants said that they would not agree to do the interview because they lost their
patience. However, some participantsin the same group (C5) disagreed; they thought that
the interviewer was explaining the purpose of the census to the respondent slowly and
clearly. No consensus was reached on this issue.

Reaction to Key Messages

Across the six focus groups, many participants liked the way the interviewer explained some
key messages about the census. In this video, they liked the following messages: (1) the
importance of the census; (2) the benefits of census data to local communities, especially to
the Chinese community; (3) a confidentiality assurance for protection of personal
information; (4) the short amount of time (10 minutes) needed to complete the census
form; and (5) the legal requirement for census participation. They commented that the
interviewer clearly explained these messages and addressed the respondent’s concerns.

Of the above five key messages, two messages stood out as preferred by all groups: (1)
benefits of census data to local communities, especially to the Chinese community, and (2)
the legal requirement for census participation. They commented that these messages would
help respondents understand the necessity of completing the census and how they could
benefit fromit. The following excerpt exemplifies this reaction.

Excerpt 8. [C3 Lines 760—762]

P10: The interviewer gave the respondent a card “ J¢ 774/ Z £ f95£ (More
information about the law) and it made the respondent understand that
completing the census is not only an obligation but also beneficial to him. So
he accepted.

Four groups (C2, C4, C5, C6) specifically discussed the use of the Security Warning
Statement card. Most participants liked the card and said that they would read the card
becauseit is (1) related to confidentiality and privacy issues; (2) written, which gives them
a sense of security; and (3) written in Chinese, making it easier for them. They commented
that the card provided a record of assurance and it was a proof of what the interviewer said
about the legal requirement and protection of personal information. It would make them
feel at ease.

Some discussions about the order of interaction and sequence of key messages occurred. In
two groups (C1, C5), some participants reacted negatively to the interviewer asking the
question “f& #& {1 7F [Address]iXMliiE ? ” (Do you live at [address]?) early in the interaction
and then repeating the same question later. They found this question to be strange or even
offensive toask. Some participants commented that this question should be rephrased to
ask about the household instead of “you” because the person opening the door may be a
visitor or a helper. The following excerpt illustrates this reaction.
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Excerpt 9. [C1 Lines 702—712]

P11: She should have said, “ ZZ&1F /7 1)/ F42#%7? " (Are you the head or
renter of this household?). It is strange just asking, “ % #Z/#7#address] X 7\
41?7 7 (Do you live at [address]?). If | don’t live in this address, what am |
doing here? The sentence order doesn’t make much sense.

M: Other people? Anything else she can improve?

P10: How about this... After she introduced herself, she could have said, “Z##/%//1
EJLE11E 7 FmH 2" (1would like to inquire into the household in this
address XX number). Then if this person is a visitor or a helper, then he
knows it is not about him. She should emphasize on the wording “ /% /"
(household).

In addition, some participants suggested that the interaction order should be: interviewer
first introduces herself, then mentions the purpose of her visit, and then asks, “Are you the
person living at this address?” Other participants did not object to this comment.

Besides the interaction order, participants in two groups (C2, C6) also discussed the
sequence of presenting key messages. Some participants in Group C2 suggested that the
Security Warning Card should be presented before mentioning the time needed to complete
the census form because the Security Warning Card contains important information to put
the respondent at ease. Many participants in Group C6 had similar reactions. They also
commented that the confidentiality message and the statement on protecting the
respondent’s personal information should be presented at the very beginning of the
interaction.

Most participants across the six groups said that they would be willing to participate in the
census after watching the video. Those who were not willing stated that they did not like
having a stranger come to their house.

Reaction to Culture-Specific I nteraction Features

Two culture-specific interactional features were included in the Unaware video: the
respondent (1) invited the interviewer to come into the house and (2) offered the
interviewer a drink of water and food. These interactional features generated some
interesting reactions and discussions among groups. However, although it was generally
agreed among the groups that the two interactional features were culturally appropriate,
the groups differed in their opinion concerning whether it is safe for an interviewer to enter
the house upon invitation.

In Group C1, all participants agreed that the interviewer should not enter the house nor
accept the offer of water and food because of the safety concern. In this case, the
interviewer is a female and the respondent is a male. It could cause potential safety issues
for the female interviewer.
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Group C2 showed a different reaction. Most participants agreed that it was culturally
appropriate for the interviewer to accept both the offer to enter the house and the offer of
water if trust was established between the interviewer and the respondent. Some also
commented that it was better for the interviewer to go into the house to do the interview
because other people might overhear their personal information if done at the doorstep.

In Group C3, participants did not have a consensus on whether the interviewer should enter
the house. Most participants said no because of safety concerns. In this case, the
interviewer was a female and the respondent was a male. But some said it depended on the
situation. If both the interviewer and the respondent were of the same gender, it would be
OK. One participant commented that she would invite the interviewer in because that would
make her feel more comfortable.

In Group C4, participants’ opinions on this issue differed by gender. Female participants said
it was not safe for the interviewer to enter the house. Male participants were not as worried
about this issue and said it was fine with them.

In Group C6, some participants said that when entering the house, the interviewer should
ask the respondent if she should take off her shoes because that is the Chinese custom.
Some participants commented that the interviewer would be at risk if she entered the
house.

Only Group C5 did not have any comments on whether the interviewer should enter the
house upon the respondent’s invitation. None of the six groups commented on whether the
interviewer should accept the offer of a drink or not. Based on the findings from all groups,
it seems safety is a big concern that needs to be taken into consideration while balancing
the need for cultural appropriateness in this situation. Therefore, a recommendation
specifying two conditions for this action is included in the recommendation section (see
Section 3.6.1.2.).

3.2.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Most aspects of the video showed no striking differences between the monolingual and the
bilingual groups. There were only two observable slight differences. (1) Three bilingual
groups (C2, C5, C6) commented on the order of interaction and sequence of message
presentation. But only one (C1) out of three monolingual groups reacted or commented on
the issue of the order of the interaction or the message presentation sequence. (2) Three
bilingual groups (C2, C5, C6) reacted positively to the Security Warning Card, but only one
monolingual group (C2) showed this kind of reaction. Based on our observation of the group
discussion, bilingual participants were more likely to offer comments on various issues. So,
the slight differences observed here may be because bilingual participants tend to be more
likely to vocalize and express their opinions on these issues.
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3.3 Fear or Mistrust of Government

The Fear/mistrust of government video script depicts a Chinese-speaking Census
interviewer talking to a Chinese-speaking respondent who is aware of the ongoing census
but is not willing to participate because of fear or mistrust of the government. This section
summarizes findings from the focus group discussion on how the Chinese-language focus
group participants perceived and reacted to the interaction in the video. Key findings include
participants’ reactions (both positive and negative) to the interviewer’s verbal and nonverbal
behavior, to key census messages, and to culture-specific features of the interaction.

3.3.1 Summary of Findings

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Participantsin all six focus groups thought this video depicted realistic situations for Chinese
immigrants’ households. Participants agreed that earning the respondent’s trust is the most
important aspect of this scenario. To encourage respondents who fear or mistrust the
government, the Census Bureau must send a Chinese-speaking interviewer who lives in the
area or have a local community liaison accompany the Census interviewer. Most participants
commented that having a Chinese-speaking interviewer was really helpful in this situation.

With that background in mind, participants all reacted positively to the interviewer’s
interaction with the respondent. They commented that the interviewer was patient,
easygoing, and careful when explaining the census in detail. Her nonverbal behavior and
appearance were also positively received. Participants liked the interviewer’s tone and way
of talking, commenting that the interviewer showed a good attitude and adequate eye
contact and was friendly. One participant said that she would invite the interviewer to come
into the house because the interviewer was very nice. The following excerpt shows the
general feeling that focus group participants had about the interviewer.

Excerpt 10. [C2 Lines 521-530]

M: Anything you like about this interviewer? Do you think Chinese would like an
interviewer like her?

P11: She kept her smile.

M: Smile. Is it important?

P11 & P9: [Nodded]
P2: The interviewer was “ /A4 (tirelessly) answering the respondent’s
questions.
Reaction to Interviewer’s Verbal Behavior

In terms of the interviewer’s verbal behavior in this video, some participantsin two groups
(C5, C6) felt that the words used by the interviewer did not sound very friendly, because
what she said was too wordy, and what she said was too long. In addition, the interviewer
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sounded like she was reciting froma script. Participants commented that the interviewer
should have used more convincing and simpler words. The following excerpt reflects this
feeling.

Excerpt 11. [C6 Lines 839-841]

P1: Nothing was offensive. But the words sounded like “ #Z/ S#9& 7" (being
educated). The words were not friendly. She said the census would help you
this and that. But she was seemingly “.&7" (reciting from a book).

In addition, one participant [C2-P9] said that she did not like the fact that the interviewer
asked the same questions, but this participant did not elaborate why.

Participantsin the other focus groups (C1, C3, C4) did not have any issues with the
interviewer’s verbal behavior.

Reactions to Key Messages

Most participants in the six groups liked the following messages: (1) how the census datais
used, and the benefits of census data for the Chinese community; (2) the assurance of
confidentiality; and (3) the legal requirement for participating in the census. They further
commented that Chinese are law-abiding and that they would comply with the law if they
see the statement about the legal requirement. Most participants liked the message of
benefits of census data to the Chinese community. They commented that the script should
have included more explanations about the benefits of the census to the local area; it would
help the interviewer convince reluctant respondents.

Focus group participants also mentioned that confidentiality is a main concern for Chinese
immigrants. Almost all participants agreed that the Security Warning Card was very
important and said that they would read it because it provided written proof that this is
official. Some groups further commented that the wording about punishment for disclosing
personal information, such as “jail,” worked for them. They would be more likely to work
with the interviewer after seeing the message. Although participants generally agreed that
the presentation order of the messages was clear, two groups (C2, C5) suggestedthat the
Security Warning Card should be presented earlier in the interaction, together with the
interviewer’s ID and before explaining the purpose or benefits of the census. The following
excerpt shows this reaction.

Excerpt 12. [C2 Lines 633—-636]

P2: I think she can present IDfirst then say | am here to do the census. After
that she will say it is law. This makes one more at ease. Otherwise, if the
interviewer only presented the Security Card after her long explanation to
respondent’s many questions, the respondent will still have a question mark.
{Note: Utteredin English: question mark}
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In Group C2, most participants agreed that Chinese immigrants’ main fear or concernis
their immigration status, because some may be undocumented immigrants and some are in
the process of getting legal status. They commented that the interviewer’s explanation in
this scenario did not adequately address Chinese immigrants’ main concern. Some
participants suggested adding a statement such as “It is guaranteed by the Census Bureau
that your personal information will be kept confidential” would be better in reassuring
respondents.

In the same group (C2), some participants commented that the interviewer asked whether
the respondent lived at the specific address twice in the video (once in the beginning and
once toward the end). It was confusing, and it might concern respondents because it
sounded like the interviewer was checking on the respondent’s living arrangement in this
household. They said that if the respondent was the head of the household, he/she would
be more likely to be willing to work with the interviewer. But if the respondent was a renter
or a temporary visitor, he/she would be less likely to work with the interviewer.

One participant [C4-P1] said that the interviewer was unclear about what information the
census was to collect because the interviewer only stated that the census questions would
ask “name, age, sex, etc.” The participant wanted to know what the other questions were.

Excerpt 13. [C4 Lines 829-832]

P1: The interviewer mentioned “ %, 4, 115, %47 (Name, age, sex, etc.).
wardt (-4 2 " (What are the etc.?). The interviewer was not very clear about
that. Then what was she investigating? If she can be clearer about it in the
beginning, then when she showed the law statement, it will be more
convincing.

Despite these somewhat negative comments, most participants in the six groups said that
they would be willing to help the interviewer and to participate in the census after the
interviewer’s explanation of the census and legal requirement for census participation.

Reaction to Culture-Specific I nteraction Features

No specific cultural issues were commented on during the focus group discussion of this
video script.

3.3.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Two slight differences were observed between the monolingual and bilingual groups. One is
that two bilingual groups (C5, C6) had some negative comments on how the interviewer
talked (i.e., she sounded like she was reciting from a script, she used long words), whereas
the monolingual groups did not have any negative comments on this video. The other
difference is that two bilingual groups (C5, C6) commented on when to present the Security
Warning Card in the interview, whereas none of the monolingual groups mentioned this.
However, these two differences were not presentin all three bilingual groups. It is therefore
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not conclusive to draw a clear distinction between monolingual and bilingual groups
regarding their reaction to this video script.

3.4 Low Engagement

The Low engagement video depicts a Chinese-speaking Census interviewer talking to a
Chinese-speaking respondent who is aware of the ongoing census but is not willing to
participate due to disinterest or a lack of motivation. This section summarizes findings from
the focus group discussions on how the Chinese-language focus group participants
perceived and reacted tothe video. Key findings include participants’ reactions (both
positive and negative) to the interviewer’s verbal and nonverbal behavior, to key census
messages, and to culture-specific features of the interaction.

3.4.1 Summary of Findings

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Because this is the last video reviewed in the focus group and the interviewer appearedin
the two previous videos (Unaware and Fear/mistrust of government), participants’ reactions
were similar to those in the previous two discussions. Overall, most participants commented
that the interviewer worked hard to gain cooperation fromthe respondent. They noticed
that the interviewer used different strategies to convince the respondent, such as asking for
help and showing the Security Warning Statement Card. They reacted positively to the
interviewer’s nonverbal behavior and appearance, saying that everything was good about
her (eye contact, appearance, and way of interacting with the respondent). They liked her
sincerity in talking with the respondent. Excerpt 14 shows this overall reaction.

Excerpt 14. [C4 Lines 866—877]

M: Ok, so you all have positive feedback on this. How about other things that
you feel positive about it? P4? Do you want to add?

P4: No.

M: How about P7?

P7: All is good. | agree with what she did.

M: P9, do you want to add anything? Appearance?

P9: No. All is good.

Reaction to I nterviewer’s Verbal Behavior

When discussing their reactions to the interviewer’'s verbal behavior, two groups (C1, C4)
seemed to have differing opinions on the last statement by the interviewer, “/# st 75 #5H0E.”
(please help me). Participants in Group C1 thought it was unprofessional for the interviewer
to say “Emt# i FIT” (please help me) in this situation; it would decrease the interviewer’s
credibility as a government worker. But in Group C4, all participants liked the interviewer’s

last statement, “#& 57 HFHK I (please help me), saying this is a good method to gain
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cooperation fromthe respondent. The other four groups did not have any comment on this
statement. Therefore, it is not conclusive to draw any findings on this issue.

Participantsin three groups (C1, C2, C4) had some negative reactions to how the
interviewer talked. Some commented that the interviewer spoke too loudly in this video,
which sounded rude. Some participants thought that the interviewer spoke too fast and said
it sounded like she memorized a script and sounded pushy. She could be friendlier by
speaking more slowly.

However, other groups had positive reactions. Participants in two groups (C5, C6)
commented that they liked the way the interviewer explained the census and addressed the
respondent’s concerns in this video more than in the previous video. They said that the
interviewer was not toowordy and that she seemed well-prepared. They also noted that she
did not sound like she was reciting froma script and she seemed to be friendlier and more
interactive by using linguistic cues suchas “f&%1iE"? ” (do you know?). Her expressions
were simple and neat. She had a good tone and looked natural.

Reaction to Key Messages

Most participants agreed that the interviewer clearly explained that participating in the
census is required by law and that the census data can benefit the local community (i.e.,
Chinese community). These two messages worked well in persuading the respondent to
complete the census form. Participants thought the interviewer’s explanations were easy to
understand, were culturally appropriate, and sounded natural in Chinese. They also liked the
confidentiality message on protecting their personal information and the short amount of
time needed to complete the census. They particularly liked the statement “[X 9/ H RilfE{E1E
EEH, PrllEREENEELASIMAQNEE, 7 (Because you currently live in this country, the
law requires that you must participate in the census). They thought this was an effective
statement and hit the right point. The following excerpt shows this reaction.

Excerpt 15. [C5 Lines 929-933]

P9: If we compare this video with the other two videos, this video is somewhat
simple. It is more acceptable. “ I REE LI A EEF L R RSN - MEFTFZE
EFENFHIA - FEFESP (Youcannot think you don’t have to participate

becauseyou are not a U.S. citizen. As long as you live in this country, you
must participate in the survey). This hit the right point.

Participantsin one group (C2) made some constructive comments on the sequence of
presenting the messages. They suggested that the sequence of actions and message
presentation in the beginning of the interaction should be (1) showing the ID, (2) explaining
the purpose of visit, (3) explaining the benefits of the census, and (4) showing the Security
Warning card to gain trust because there are too many scams nowadays.
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Three groups (C3, C5, C6) commented that the interviewer should have offered to make an
appointment to come back when the respondent said that he was busy. They made two
specific suggestions on the script: (1) the message of “it takes only take 10 minutes to
complete the census form” should be mentioned at the beginning of the interaction and

(2) the interviewer should have offered to make an appointment to come back when the
respondent said that he was busy.

Most participants in the six groups showed by raising hands that they were willing to
participate in the census because they understood the importance of the census and the
legal requirement after the interviewer's explanation of the census and the benefits of
census data to the Chinese community.

Reaction to Culture-Specific I nteraction Features

In terms of culture-specific features, most participants in the six groups reacted negatively
to the way the interviewer knocked on the door. They commented that in the video, the
interviewer knocked on the door too loudly, which is considered impolite in the Chinese
community. Many agreed that the interviewer should have pressedthe doorbell instead.
Participants said that the interviewer should ring the doorbell if there is one, and if there is
no doorbell, the interviewer should knock lightly on the door. Also, after ringing the doorbell
or knocking on the door, the interviewer should back up a little so the interviewer is not
right in the respondent’s face. The following excerpt shows this reaction.

Excerpt 16. [C1 Lines 962—979]

M: Does it fit Chinese culture? What is more appropriate? Knocking on the door
or ringing the doorbellfirst ... if there is a doorbell? Raise your hands if you
think she should ring the doorbell first.

Group: [All raised hands]

P7: She knocked on the door too loud. Bang! Bang! Bang!

Group: Hhh

P7: My heart cannot take it. It was too scary.

M: Do you mean if there is no doorbell, the interviewer can lightly knock the
door?

P7: Just lightly, not too loud. It sounded mean. [Turning to others] Don’t you

think so? She also spoke very loudly. It sounded mean and would scare
people. She should have knocked at the door lightly, then said “l am from the
U.S. Census Bureau” gently. That would be more polite. The respondent could
not acceptit.

3.4.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

No clear pattern of differences was observed between the monolingual and bilingual groups
in their reaction to the video script under discussion. The only slight difference is that two
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out of three bilingual groups commented on the way the interviewer talked and noted the
differences in her way of talking between this video and the previous one.

3.5 Summary of Overall Reaction across the Four Videos

3.5.1 Most Encouraging Messages

Discussions across the four video scripts suggest that most key census messages worked
well for the Chinese community. The messages are clear, are culturally appropriate, and
sound naturalin Chinese. The participants did not have any difficulties understanding the
messages. A clear pattern of preference among the six groups regards which messages
motivate Chinese-speaking respondents to participate in the census. The messages that are
perceived as most encouraging or effective are the following:

= Benefits of the census datato local communities, especially to the Chinese
community (all six groups)

= Importance of census participation and use of census datafor funding allocation (all
SiX groups)

= Mandatory nature of the census and legal requirement for census participation (all
SiX groups)

* Burden statement of short amount of time needed to complete the census form (two
groups, C1 and C2)

= Confidentiality assurance of protecting personal information and privacy (two groups,
Cl1l and C2)

The way these messages are delivered also plays a vital role. The messages are more
effective when they are delivered with a polite tone and interactive linguistic cues. For
example, phrases or words that indicate active listening or involvement fromthe
interviewer, such f&41iE"4? (do you know?) and 1% (please) are well received by
participants.

3.5.2 Most Common Concerns or Reasons to Refuse to Participate in the
Census

There is also a clear trend among all six groups regarding the Chinese-speaking
respondents’ concerns or reasons to refuse to participate in the census. They discussed the
following likely reasons that would deter Chinese immigrants from participating in the
census:

= Not having alegal status in the U.S. (undocumented immigrants) or not having U.S.
citizenship (all six groups)

= Privacy concerns, such as fears that personal information might be leaked or worries
about whether providing personal information would affect their immigration status
(all six groups)
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= Safetyconcerns, such as questioning the interviewer’s credibility, and not being
willing to talk to a stranger (all six groups)

= Language barrier (one group, C4).

The group participants also mentioned that several types of people are not willing to
participate in the census. They are those who

= do not have legal status in the U.S. (undocumented immigrants);
= have a history of not filing tax returns or having traffic violation records, etc.;

= do not care about civic duty or are uninterested in the census because they do not
feelrelated to it or do not see any personal benefits fromthe census;

= lack knowledge about U.S. society in general and thus have fears, which have caused
them to be afraid of unfamiliar persons or experiences, and

» do not want to be bothered or troubled.

All participants agreed that among all the reasons, not having legal statusis the number
one reason for Chinese immigrants to refuse participationin the census. They suggested
that building trust between the interviewer and the respondents is very important in the
Chinese community. Wearing clothes that represent the government (e.g., uniform,
business-formal attire), having a name card or ID (preferably with Chinese on it) containing
proof of interviewer’s identity, or having a Chinese-speaking interviewer or someone from
the local community would all help overcome the concerns and fears of Chinese immigrants.

Additional insights about shift in perception and reaction to census messages over time can
be viewed in Appendix I.

3.6 Recommendations

Based on the findings, we have two sets of recommendations: the first set is on the
language barrier mindset, and the secondset is on three mindsets.

3.6.1 Recommendations for Language Barrier Situations

I nterviewer Behavior and Appearance

The interviewer’s attire was identified as one of the crucial factors for the interviewer to win
trust from a non-English-speaking respondent at the doorstep. If the interviewer's attire is
business-formal or official enough, he or she is more likely to ease the respondent’s fear of
opening the door to a stranger, as the fear mostly comes from safety concernsor the
legitimacy of the Census interviewer.

Therefore, we recommend designing a vest or a t-shirt with the Census Bureau logo on it.
The logo should be large enough to be seen and should be prominently placed on the
garment.
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We also recommend that, if possible, the interviewer ring the doorbell instead of knocking
on the door.

Placement of Chinese in the Language ID Card

The current placement of the two Chinese language varieties (Mandarin and Cantonese)
with two versions (simplified and traditional characters) in the Language ID Card is a
problem. We recommend changing the design and placement of the two Chinese languages
in the following ways

= Delete the simplified Chinese from the Cantonese category, and delete the traditional
Chinese from the Mandarin category.

= Use aclearand discriminating label to specify the two varieties are of the same
language by using this label: Chinese (Mandarin) $XX (&i&i%/E1E), Chinese

(Cantonese) $X (E B £F).

When the first recommendation of deletion is accepted, there is only one Mandarin
version in the card. So, the second recommendation of the labeling for “Chinese
(Mandarin)” would be used by all Chinese Mandarin speakers regardless of whether
they come from Mainland or from Taiwan.

= Place the two varieties of Chinese together on the same page.

= Use two terms for Mandarin (Z#&1&/E1E [Mainland/Taiwan]) to be more inclusive.

* Place Mandarin above Cantonese because Mandarin is more widely spokenin the
Chinese community.

See Exhibit 3-1 for a visual presentation of our suggestions.

Exhibit 3-1. Recommended Placement of the Two Chinese Varieties

fmy, BARFEANDHERI AN 70X B EE NRFE AU |
| BERAT? AALEAT, SRR REBIE S, 2R S A AT ERAR. i

W (B 15/ [E 1) Chinese (Mandarin)

S Pl BN 2 9 TOEWR - SRR 17 SR S R A ] AR S5,
H? #IETT - SRS « 21 e EE AR TR

1 (BB EE) Chinese (Cantonese)

The above labeling recommendation is made in conjunction with the rest of the
recommendations.
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3.6.2 Recommendations for the Unaware, Fear or Mistrust of Government,
and Low-Engagement Mindsets

For all three mindsets (unaware, fear/mistrust of government, and low engagement), we
propose the following:

= One standard description that includes culturally appropriate nonverbal behavior and
appearance, such as ringing the doorbell and maintaining appropriate eye contact.

* One standard opening statement that includes all crucial messages expressedin a
culturally appropriate manner.

= Additional messages that might be most useful to address different mindsets or
concerns. All these messages should be tailored to reflect each respondent’s interest
based on the respondent’s reactions and characteristics.

= Add appropriate verbal reactions to show that the interviewer is listening.

See Exhibit 3-2 for a summary of these recommendations.

Exhibit 3-2. Summary of Chinese-Language Recommendations for the Mindsets
of Unaware, Fear or Mistrust of Government, and Low Engagement
1. Interviewer’s nonverbal behavior and appearance
Appearance In addition to what is described in the current video scripts, include the following:
= Wear a vest or a t-shirt with the Census Bureau logo on it
Verbal and * Ring the doorbell and step back
nonverbal = If no doorbell, lightly knock on the door and step back
behavior

Hold the ID card for 10 seconds

If the respondent invites the interviewer to enter the house, enter ONLY after
trust is established and ONLY if you feel comfortable and safe

When entering the house, ask if shoes should be taken off

Make eye contact, but do not fix your gaze as if you were staring.
Maintain friendly and respectful attitude at all times

Add appropriate verbal reaction to show you are listening and engaged
Maintain proper speed, volume, and tone when speaking
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2. Standard opening statement (for all three mindsets)
After the respondent answers the doorbell, the interviewer should state the following in all

situations:

Chinese

English

* GREETING
TP XA, AT !

* IDENTIFICATION
BNFREANDEER TAE. Hikik, X2LEMN
TARIE.

*  PURPOSE OF VISIT

BIfERE AN NS AR IEET EE A .
WA RA, RHBIXA I RE S HE A S
#HE.

* ADDRESS VERIFICAITON

B0, XAk [ADDRESS] 8?2 4 2{14E

KHEAE?

. BURDEN

N ) AR R B, (R AR, KMt
I3 AT BSOS -

. MANDATORY
ANAEEFEG UGN EAEERE R A A
FUE A NHEZS .

= CONFIDENTIALITY

[FIN VR 2 (RIS NREFL, RIE 4R At
AN AR BIRES . X I ANER I
£{5 8. [Show the Security Warning
Card]

* GREETING
Hello. Sorry to bother you.
. IDENTIFICATION

I work for the U.S. Census Bureau. My last name is XXX.
Here is my work ID.

* PURPOSE OF VISIT

Right now, U.S. Census Bureau is currently conducting a
nationwide census. | am here to help the household at
this address to complete a census form.

* ADDRESS VERIFICAITON
May | ask, is this address [ADDRESS]? Do you live here?

= BURDEN

Census questions are very simple, but very important. It
takes about 10 minutes to complete it [the form].

. MANDATORY

The census needs to count everyone who lives in the
United States. The law requires everyone to participate
in it [census].

. CONFIDENTIALITY

And at the same time, the law protects your privacy and
keeps confidential the personal information that you
provide. Here is more information about this law. [Show
the Security Warning Card]
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Exhibit 3-2. Summary of Chinese-Language Recommendations for the Mindsets
of Unaware, Fear or Mistrust of Government, and Low Engagement
(continued)
3. Additional messages that might be most useful to address different concerns or
mindsets

If the respondent shows unawareness of the U.S. census, fear or mistrust of the

government, or low engagement in civic duties, the interviewer can use the following

messages after the opening statement to address each type of concerns:

Chinese

English

* WHAT IS CENSUS

EHIEN, 3% [E BN R HERT RN REE,

BEA NEER, RAWPITA EEESE ER A,

<<MIGHT BE MOST NEEDED FOR
UNAWARE OR LOW ENGAGEMENT=>>

= IMPORTANCE OF CENSUS AND USE OF

CENSUS DATA

AN AR B, KOS5 B2 AR I & 1
S ORI E T RIABR, RO RE DX R
WS5 UH o XL H AR AR X R ST by o
R BEBE A AONE T AT NISS T H 55
Se PrUAERREON DA AR E L. i H AN
NS ST, MlTES, WA
X !

<<MIGHT BE MOST USEFUL FOR
UNAWARE MINDSET>>

* CENSUS QUESTIONS AND
CONFIDENTIALITY

N EE A AR 5. JATTE A LA AR 7K

B, RAMEAGE, i, FEE. TATA

SR RSBt & ke S KK, 5

b, BTA NI EEERAG M, R)EHE

HARFoR R R MIER M A BT RTS8

BIRE, AZEBRGEIAL

<<MIGHT BE MOST USEFUL FOR

FEAR/MISTRUST>>

*  WHAT IS CENSUS

Do you know every 10 years, the U.S. government
conducts a census? It is done through a census form to
count everyone who lives in the United States.

<<MIGHT BE MOST NEEDED FOR UNAWARE OR LOW
ENGAGEMENT>>

= IMPORTANCE OF CENSUS AND USE OF CENSUS
DATA

The census is very important because the U.S.
government uses the census results to make plans and
policy decisions about providing programs and services
for each community nationwide. These programs
include building community service centers, schools,
hospitals, roads, and services for children and the
elderly. So, it is important to have an accurate census
count. And everyone must participate [in the census]!
Your participation will help yourself and the Chinese
community.

<<MIGHT BE MOST USEFUL FOR UNAWARE
MINDSET>>

= CENSUS QUESTIONS AND CONFIDENTIALITY

The census questions are very simple. We just ask how
many people live here and some basic information
about them, such as their sex and age. We don’t ask
about anyone’s immigration status or social security
numbers. In addition, all the data are grouped together
and presented in statistical format. That is, the
personal information that you provide will be kept
confidential and will not be disclosed to others.
<<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST>>

(continued)
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Exhibit 3-2. Summary of Chinese-Language Recommendations for the Mindsets
of Unaware, Fear or Mistrust of Government, and Low Engagement
(continued)

Chinese English

- BURDEN AND BENEFITS OF CENSUS . IMPORTANCE OF CENSUS
DATA The census questions are very simple. It takes about
ANDEBEFERGOTEEE, K RE+4 47 10 minutes. Your participation is very important

. N because the results from the census will be used to
O e , S B[ 45 LR . N X -
To BRBEIRER, WAANUENERE help the community that you reside in to get its fair

FA S 5 B ST R AL X ERAS A S BURF 2 27, share of federal funding for many programs and

R e 37 4 WAR S TH services.

<<MIGHT BE MOST USEFUL FOR LOW
<<MIGHT BE MOST USEFUL FOR LOW ENGAGEMENT>>
ENGAGEMENT>>

= LEGAL REQUIREMENT AND CONFIDENTIALITY
* LEGAL REQUIREMENT AND

CONFIDENTIALITY The census needs to count everyone who lives in the

. . United States, regardless of their citizenship or their

AR EEREGENRELEREA, FER immigration status. Because you currently live in the
REEEAR, kA HaEmes, KRmp  United States, the U.S. law requires you to participate

USRI . e e pe in the census. And at the same time, the law also

A EAE SR, FTOASE ERERALE OB A protects your privacy and keeps your personal

DT, [ IR (P N AROBREL, fRIE  information confidential.

A OB BB <<MIGHT BE MOST USEFUL FOR FEAR/MISRUST AND
LOW ENGAGEMENT MINDSETS>>

<<MIGHT BE MOST USEFUL FOR

FEAR/MISRUST AND LOW ENGAGEMENT

MINDSETS>>

3.6.3 Recommendations to Avoid Ineffective Verbal and Nonverbal
Messages and Behaviors

We recommend that the interviewers avoid verbal and nonverbal messages and behaviors
that would alienate the respondents. Discussions about all four videos show that it is less
desirable for the interviewer to exhibit the following verbal and nonverbal behaviors:

= Knocking on the door too loudly

= Standing too close to the respondent

* Flashing the ID card too quickly

= Speaking too fast

= Speaking too rigidly, as if reciting from a script
= Speaking too loudly

The following messages or presentation of messages are perceived as less effective, and we
recommend that interviewers avoid or minimize themif possible:

* The placement of the two Chinese languages in the Census Language ID Card is
confusing. There is no need to have two versions for each Chinese language variety.
Our recommendation in Section 3.6.1.2 provides the ideal placement.
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Requesting a phone number from the respondent or asking themto enteritin a
device without explaining why.

Address verification: “f& &£ 7 [Address] iX/MihEG? ” (Do you live at this address of
[address]?) It sounds strange or even offensive to ask this question at the beginning
of the interview and repeat it again. If possible, ask this question laterin the
conversation. Our recommended introductory statement in Section 3.6.2 still
included the address verification toward the beginning of the introduction because
we believe Census interviewers may be required to provide address verification
upfront.

In the list of example census questions, the termof “%: %5 (etc.) in “iE 4 . 48, T

A, Z%%” (name, age, sex, etc.) caused some concern. When providing example
census questions, be concise yet complete.

The Security Warning Card was presented to the respondent too late in the
interview.

ES-3-23






4. FINDINGS FROM KOREAN-LANGUAGE FOCUS GROUPS

In this chapter, we report findings fromthe Korean-language focus groups, summarizing
their reactions to the four videos reviewed during the focus group discussion. Findings are
presented in the order of the videos reviewed and discussed in the focus groups: Language
barrier, Unaware, Fear/Mistrust of government, and Low-engagement mindsets. For each
video, we document findings in terms of focus group participants’ reactionsto the
interviewer’s nonverbal behavior and appearance, verbal behavior (words used, tone), key
messages, and culture-specific features. We also summarize main issues and concerns that
emerged from the group discussions. To facilitate transparency in the reporting of the
analysis, transcript excerpts are accompanied by their focus group ID number, as specified
in Exhibit 2-5in the Methods chapter.

4.1 Language Barrier

4.1.1 Summary of Findings

The Language barrier video depicts an interaction between an English-speaking Census
interviewer and a Korean-speaking respondent. This section describes how the Korean-
language focus group participants perceived and reacted to the video. One important
element in the interactionis how the census interviewer used a Census Language
Identification (ID) Card to identify the language spoken by the respondent and to obtain a
telephone number from the respondent. Korean-language focus group participants’
reactionsto the feasibility and usability of the Language ID Card are also summarized in this
section.

Reaction to How the I nterviewer Handled the Situation

All participantsin the six focus groups reacted positively to the English-speaking
interviewer. They were impressed by how the interviewer handled the situation where the
respondent was not able to communicate in English. They particularly liked that the
interviewer came with the Language ID Card so it could be used with non-English-speaking
respondents. They thought this shows that the interviewer was well prepared. The
participants also interpreted the availability of the Language ID Card as the government’s
respect for ethnic and linguistic minorities. Excerpts 1 and 2 reflect this reaction.

Excerpt 1. [K6 Lines 114-115]

P10: To me, it was good to see that the interviewer was prepared for different
situations, I mean, she has an option. She is prepared to pullout in a
situation that things don’t work well for her.
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Excerpt 2. [K2 Lines 139-141]

P8: | liked the smooth transition after the interviewer found out that the
respondent is not good at English. She just moved toward the next step
smoothly without any frustrations.

Before seeing the content of the Language ID Card, participants commented that they could
not understand how the respondent in the video could give out her telephone number that
easily, even when she was not able to communicate with the English-speaking interviewer.
They thought that this video was not realistic in that a real respondent would not give that
personal information. However, after seeing the message written in the Language ID Card,
most participants nodded their heads and understood the reason that the respondent gave
out her telephone number. Yet several participants still did not like the idea of requesting
telephone information and thought that the request was burdensome. One participant
[K6-P6] suggested leaving Census Bureau contact information so that the respondent can
contact the Census Bureau rather than asking respondents for their telephone numbers.

Although the Korean-language focus groups did not have many negative comments on the
interviewer’s behavior, many participants pointed out that the English-speaking interviewer
in the video spoke too fast, even after realizing that the respondent could not speak English.
They suggested that the interviewer should slow down or try to emphasize key words rather
than saying full English sentences. These suggestions were built on the assumptions that
monolingual Koreans are likely to understand simple words even if they cannot understand
full English sentences; the Korean education systememphasizes written English such as
reading, rather than speaking and listening (Cho & Brutt- Griffler 2005; Song 2000).
Excerpts 3—-6 reflect these reactions.

Excerpt 3. [K1 Lines 250—253]

P10: The person speaks way too fast. She found out that the other person doesn't
speak English, but still, the speed did not change at all. After she realized
that, she should have talked to the person a little slowly. But that did not
happen here. So, because of that, the person in the video could have felt
more threatened.

Excerpt 4. [K2 Lines 122—-125]

P10: Here the respondent said No English but there has been no change in the
speed. {Note: Rmeant the talking speed of the interviewer} She should have
changed the speed or done other things a little differently; for example, she
can say words instead of sentences or she can slow down. There was no
change!

Excerpt 5. [K3 Lines 248-251]

P1: Even though the respondent cannot speak English, the interviewer should
speak more slowly and fully explain why she needs the telephone number.
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Excerpt 6. [K4 Lines 317—-319]

P1: I think it is not good to talk a lot in English if the person doesn't understand
English. It would have been better if this interviewer can explain by using
simple terms.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Regarding the interviewer’s nonverbal behavior and appearance, including attitude, attire,
gestures, and use of Census ID badges, the six Korean-language focus groups tended to
discuss safety issues.

All participants liked the interviewer’s positive attitude, especially her greeting and her
smile. Several participants mentioned that they liked the fact that the interviewer stayed
outside during the conversation. This way, others can see what is going on to keep both
interviewers and respondents safe.

Most participants liked that the Census interviewers showed the Census ID badge upfront in
the beginning of the conversation. However, many of them thought showing the ID badge
was not enough to gain trust because of safety concerns. A few participants even
commented that showing the ID badge would not help. They said that showing the ID does
not mean anything to Korean monolinguals, as the ID badge is written only in English.
Excerpt 7 reflects this sentiment.

Excerpt 7. [K1 Lines 130—131]

P2: | feel scared. When you cannot speak English but people come and show an
ID, it makes me scared.

Out of all focus groups, several participants thought that the interviewer’s attire was fancy
and that she wore excessive accessories (she wore a black military-style jacket that has two
front pockets and dangling earrings). Several other participants commented that Census
interviewers should wear a suit to obtain more trust and look more professional. However,
such comments were not shared by other participants, and most participants thought the
interviewer’s attire was appropriate.

Even though most participants thought the current business casual style in the video was
acceptable, most participants suggested that the interviewer wear a uniform, vest, ora cap.
These reactions are also rooted in the participants’ concerns about their safety. They
suggested that Census interviewers have somewhat conspicuous attire, perhaps with a
Census Bureau logo (written in Korean if possible), so that the respondents can easily
identify that the person standing in front of the door is a Census interviewer.

Most participants were concerned about safety when opening the door to a stranger, and
this concern was more conspicuous for female participants. Several participants said that
they would not open the door to male Census interviewers, and this emotion was deeply
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shared by many other participants. In three focus groups (K2, K4, K5), the participants
commented that female interviewers would be less threatening and suggested hiring only
females as Census interviewers to make respondents open the door more easily.

In addition to safety concerns, several participants suggested using written materials
prepared in Korean when communicating with the respondent. They thought the use of
Korean-language materials would increase the legitimacy and the trust of the Census
interviewer. The following excerpts show these reactions.

Excerpt 8. [K1 Lines 190-192]

P5: ...People would still feel wary. So, | thinkinterviewers should carry some
written materials writtenin Korean, something written in Chinese for the
Chinese, to say they are fromwhere... If they show something like this on the
spot and use this, people would be less worried.

Excerpt 9. [K2 Lines 185-191]

P7: The Census interviewer takes the telephone number but does not let people
know where this person belongs. {Note: Where this person belongs to mean
“the organization that the interviewer works for”} For example, giving out
something ... some materials ... thereis nothing that they {Note: R meant
“census’} give out. So, people who don’t speak English ... after they {Note: R
meant “Census interviewers”} leave... those people {Note: Rmeant
“monolingual Korean speakers”} may think, “Did | meet a door-to-door
salesman?”

As an idea to address these safety concerns, one participant [K3-P6] suggested restricting
the time to send out Census interviewers to only evenings because respondents are likely to
open the door to strangers when there are more people in the household. Other participants
disagreed, commenting that there are many single-person households. This participant
[K3-P6] also suggested using a sticky note notifying the interviewer’s future visit time so
that the respondent can expect the visit; other participants also liked this idea.

Furthermore, one participant [K4-P5] emphasized the importance of public campaigns in
local areas with community leaders, in addition to the mass media campaign. This
participant thought that such campaigns would enhance respondents’ trust in the census
and other participants in this group agreed.

Reaction to the Language ID Card

Most participants in the six focus groups understood the purpose of the Language ID Card
and liked the use of card. However, the extent to which participants liked the Language 1D
Card differed across groups.

Although the Language ID Card was liked the most in monolingual groups, one participant
from the monolingual group [K3-P4] did not understand why the Census Bureau should
send out the Korean-speaking interviewer later. This participant thought the Census
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interviewer should carry paper questionnaires in all languages or use a smart phone app
that supports all languages. That way, the interviewer can finish the interview in one visit.

Similar comments were made more frequently in the K4 focus group, which was a bilingual
group. In this focus group, a few participants commented that they should use a phone
translation app or three-way calls involving a translator over the phone after identifying the
language spoken by the non-English-speaking respondent. When the moderator clarified
that that is not an option, the participants in this group acknowledged the usefulness of the
Language ID Card under the circumstances.

Most of the participants in other groups thought that using the Language ID Card was great
and would be useful in the situation of a language barrier. They commented that the card
was clear and easy to understand. Excerpt 10 illustrates the participants’ reactions to the
Language ID Card.

Excerpt 10. [K1 Lines 306—312]
P9: It’s good.

P5: This is what | described a minute ago. If you are using a smartphone, you
have to find things but if you have this, you can just show it ... {Note: This R
meant this Language ID Card is a lot more convenient than a smartphone app
becauseit’s more handy.}

P6: This shows the purpose of visit at once. And it’s good.

Almost all participants in the six focus groups located the Korean language from the current
Language ID Card without difficulty. However, several participants explained that they
found it because they remembered where the respondent in the Language barrier video
found the Korean language. They said it could have been difficult if they had not known
about that in advance because the Korean language did not stand out and it is shown only
after opening the flap of the Language ID Card.

Several participants volunteered ideas to improve the order of languages on the Language
ID Card or responded to the moderator’s request to suggest ideas to improve the design of
the current Language ID Card. For example, one participant [K2-P11] commented that the
font size used in the Language ID Card was too small for elderly people and the overall
design was not attractive.

Participants also suggested other ways of presenting the languages, as shown in Excerpts
11-13.

Excerpt 11. [K2 Lines 245-247]

P6: I hope they make these {Note: R meant Language ID Card} differently
according to the neighborhoods. For example, if you visit Korea Town, place
Korean in the second or in the third.
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Excerpt 12. [K2 Lines 261—-265]

P10: Well what about showing all the languages in Europe and Asia like that? Now,
it is an alphabetical order so the Korean language is found when you open
this {Note: R meant the first cover of the Language ID Card}, but if it’s
sorted like that ... but we could see all Asian languages together then people
would easily figure out how it is organized and try to find their languages?
Honestly, it doesn’t really matter for younger folks, but for the elderly.

P3: Then | think it should follow language population size, since thereis no single
Arabic-speaker living in my neighborhood... [points to the Arabic section in the
first page] | don’t like this.

Excerpt 13. [K6 Lines 209-214]

P2: In a situation when you don’t understand what the interviewer is talking
about and you don’t expect to see Korean here, it will be easier if there are
flags, the flag of each country here [Scanning the right corner of the page
with her finger from top to bottom, where the names of each language are
printed].

P4: [Speaking to himself] Flags—that’s a good idea!

Among the different formats for language placement, presenting the languages by the size
of U.S. population that speaks the language was well-received and seemed reasonable
because other ideas such as grouping the languages by the countries’ geographic location is
not feasible, as some languages are spoken in multiple countries and continents.

4.1.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

The monolingual and bilingual groups did not differ much in their reactions to the video.
They reacted similarly about the interviewer’'s nonverbal behaviors, including his or her
attitude, gestures, appearance, attire; the use of Census ID badges; the use of Language ID
Card; and the placement on the Language ID card. One slight difference is that more
participants in the monolingual groups (K1, K2, K3) than in the bilingual groups (K4, K5,

K6) commented that the interviewer talked too quickly.

4.2 Unaware

4.2.1 Summary of Findings

The video depicts a Korean-speaking Census interviewer talking with a Korean-speaking
respondent who is unaware of the U.S. census. This section summarizes findings from the
focus group discussion on how the Korean-language focus group participants perceived and
reacted to the video. Key findings include participants’ reactions (both positive and
negative) to the interviewer’s verbal and nonverbal behavior, to key census messages, and
to culture-specific features in the interaction.
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Reaction to Interviewer’s Nonverbal Behavior and Appearance

Most participants reacted positively to the interviewer’s nonverbal behavior and appearance,
and they liked her demeanor. Participants commented that the interviewer was kind and
nice and maintained a positive attitude throughout the entire conversation.

The participants liked that the Census Bureau sent a Korean-speaking interviewer. They
were impressed and said it is good to have a Korean-speaking interviewer because they can
share common expressions and emotions and the language barrier would be minimized.
Excerpts 14 and 15 illustrate these reactions.

Excerpt 14. [K1 Lines 304—356]

M: What do you think? Is there anything you particularly liked about the
interviewer in this video? What would Koreans like you like here from this
video?

P2: This interviewer spoke Korean so that’s good.

Group: Hhh [agreement]

M: What about other things like tone? Behavior? Appearance? Gestures, facial
expression?

P9: I like them all.

Group:

P9: It’s good since we can communicate.

P8: Yes, it’s good since we share common emotions.

Excerpt 15. [K6 Lines 370—374]

P4: | like that the interviewer was calm and answered comfortably even when the
home owner was full of suspicion and asking some aggressive questions.

P10: Certainly, because they speak in the same language, the respondent seemed
to open her heart and engaged in the conversation.

Because the interviewer was smiling throughout the interview, participants felt that the
interviewer was sincere, trustworthy, and friendly. Almost all participants agreed that the
interviewer’s attire was appropriate and that she looked sincere. Only two participants
across all six groups thought that the interviewer’s hairstyle should have been tidier and
suggested using a hairpin. Not all participants noticed the census logo on the bag that the
interviewer had on her shoulder; the ones that who noticed the bag liked it because it gave
the interviewer more credibility.

Most participants reacted positively to the interviewer’s behaviors. However, a few
participants in Groups K3 and K6 noticed that the interviewer occasionally looked sideways,
as if she were nervous. They guessed that this might have happened because the amateur

ES-4-7



Multilingual Research for Interviewer Doorstep Messages

actor could not remember all the lines completely. However, they commented that the
actual interviewers should maintain proper eye contact to look more confident.

Although most of the participants liked the kind attitude of the interviewer, one participant
[K6-P2] commented that the interviewer was “tookind,” like a salesperson. This participant
would have liked to see the interviewer take a more formal approach to emphasize thatit is
a legal duty to participate in the census rather than putting emphasis on the benefits.

As in the discussion in the Language barrier video, the focus group participants liked that
the Census interviewer showed the ID badge in the beginning of the conversation. However,
they felt that showing the ID itself would not be enough to gain respondents’ trust because
the ID could be fake, too. Additionally, three participants (P1, P7, P9) in Group K5 felt that
the interviewer almost thrust the ID badge in the respondent’s face as compared to the
Language barrier video, and they did not like it. One participant reasoned that the strap of
the ID badge was too long and suggested shortening it. However, these comments were
made only in one out of six focus groups.

Again, we observed the same trend regarding the interviewer’s attire as in the discussion
about the Language barrier video. All participants thought the interviewer’s attire was
appropriate; however, a few participants in each focus group suggested that the interviewer
should wear a uniform or something that can be easily distinguished from ordinary outfits to
give the respondent a sense of safety (i.e., showing she is a legitimate census worker).

This is a common theme from the Language barrier video. That s, because of safety
concerns, they would not open the door to strangers. They said that the respondents would
checkwho rang the doorbell by first peeking through the window or peephole of the door
before opening it. Therefore, the Censusinterviewers must wear brightly colored caps,
uniforms, or vests so that people can quickly identify that a Census interviewer is at the
door. Excerpt 16 shows such reactions.

Excerpt 16. [K5 Lines 468—494]

P11: I have responded to this survey twice since | immigrated, once in Hawaii and
once after | came to California. What’s more common s not opening the door
which is not shown in this video. In the situation like this, few people come
out. They look out through the hole [makes a hand gesture to create a tiny
hole in his fist and puts the hole to his right eye as if he looks out through a
peep hole]. When | was in Hawaii, | participated as a volunteer to the census.
So with a cap or something like a uniform, just like cops or parentswho are
acting as traffic guards in the morning in front of a school [holds one hand up
gesturing to stop, and waving the other hand side by side near the waist line
like a crosswalk volunteer], when you wear a bright-colored uniform or a cap
with census written on it, the likelihood of opening the door goes up because
they saw it through the hole [puts an eye to a fist hole].

P8 & P9: [Nodding in agreement]
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P11: No one would ever open the door like here in the video.
p?7?7: [Several participants say yes, yes in agreement]
P11: Especially nowadays in Korea Town, it’s nonsense to assume someone would

open the door and come out in this way. When you look out through the hole
of the door [makes the fist hole and puts his eye], pop! Thereyou go...
Because there must be lots of advertisements and a campaign when it’s time
for the census, throughthe Korean or American media too, most people
would know the census is going on. So, if you wear a cap or a simple uniform
in bright color with census writtenon it, the probability of people opening the
door will be high.

P9: [Nodding and saying] | agree [nodding again].

To address these safety concerns, the participants suggested several ideas, such as

(1) sending a letter before the interviewer’s visit (K1, K2); (2) coordinating with apartment
building managers to notify the residents of the apartment building about the Census
interviewer’s visit schedule and requesting cooperation (K1); (3) hiring female interviewers
only (K5); (4) hiring females in their 30s or 40s, as they would be successful getting a
response from both younger and older Koreans (K4); and (5) sending the interviewers to
the field in pairs, such as one female and one male interviewer (K2, K6).

Reaction to Interviewer’s Verbal Behavior

Many participants liked the interviewer’'s detailed explanations throughout the video and her
sincere and friendly attitude. They also commented that the interviewer was well informed
and explained the census thoroughly. The following excerpt illustrates this reaction among
the participants.

Excerpt 17. [K6 Lines 621-622]

P2: The interviewer addressed the questions that most people would want to
know well... the questionsthat | would ask.
A few participants mentioned a few lines—in particular, “If you don’t want to do it now, |
can come back whenever it’'s convenient for you, but 1 would be thankful if you can do it
now.”—as what they really liked, as shown in Excerpt 18.

Excerpt 18. [K4 Lines 562-566]

P7: The best part was “If you don’t want to do it now, | can come back whenever
you have time.” I liked that part. So, telling the person that “ =0/ X/ 2tef=
EEL ofFA/H ZiAFSEZICH (You don't have to do it now, but it would be much
appreciated if you can do it) was the best part.

P5: ... If you say you don’'t want to do it, the interviewer could get aggressive, but
it was great that she smiled and was very nice until the end.
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However, this same line was not much appreciated by another participant [K3-P3] because
the interviewer offered to come back before clarifying the time burden of census
participation. Excerpt 19 articulates these reasons.

Excerpt 19. [K3 Lines 660-667]

P3: ... In the middle of the video, the interviewer didn’t say that it will take
approximately 10 minutes but said “lI can come back later” first. | think she
needs to say that it will take only 10 minutes first because it is always better
to do the survey now to save money. You have to tell the respondent that it
will only take 10 minutes and then say that she will be back if you don’t have
time right now. If you say you can come back later first, then the respondent
will think “Oh, then I will do it later.”

In addition, although many participants fromall focus groups liked the kind and detailed
explanations from the interviewer, some participants did not like these detailed
explanations. These participants commented that the explanations were too long and some
were unnecessary. The participants who did not like the explanations were more articulate
in explaining their reasoning than those who liked them. For example, K3-P11 and K3-P1
thought that the long and verbose explanations would not work for people because they did
not respond to the census request for a long time and ended up meeting the Census
interviewer in person. One participant [K6-P5] also thought that Koreans could not stand to
hear long and detailed explanations.

Excerpt 20. [K3 Lines 660-695]

P11: First of all, ... the person who received the questionnaire didn’t do this for a
long time maybe because she got lazy or didn’t want to fill it out. Then the
interviewer comes and explains in such detail why you need to do that, then
she may think why is this person explaining it to me with such details? So, |
think providing too much information ... it has its pros and cons.

P1: This would depend on personal preference... If | were in that situation, | don’t
like if someone saystoo many things. Just providing simple facts would be
better for me.

M: But wasn’t the respondent curious about it and asked the question first?

P1: Yes, she did, but...

P11: Yes, she did, but I think the interviewer explains it too long.

P1: I also think it is necessary to provide some additional information that | came

here because someone else has visited you before and you were Korean.
Then the respondent will know “oh, this person is from the same place”
{Note: P means the Census Bureau}. Then you will trust the interviewer

more.
M: Yes.
P1: But | don’t know. Could be just me, but | won't stay so long out there to talk

to the interviewer.
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In addition, the participants emphasized the importance of the interviewer’s tone when
communicating the legal requirement for census participation. The Korean participants said
that the information about the legal requirement is intimidating, so it should be delivered in
a gentle and friendly manner. They suggested emphasizing the benefits at the same time to
dilute the heavy content. This suggestion can be explained by Hall's framework of low-
versus high-context cultures (Hall, 2000). According to Hall (2000), the actual content of
the message is more important than when, how, and by whomi it is expressed in low-
context languages (e.g., English, German), while speakers of high-context languages (e.g.,
Chinese, Korean) rely heavily on context and interpersonal cues. Excerpts 21 and 22
exemplifies this point.

Excerpt 21. [K3 Lines 749-752]

P7: If this is a heavy duty, then you don’t like it, but if the interviewer
says, "Please do it because...” using a softer tone, then it will be ok. If you
talk about the duty, the conversation will be much shorter. There is too much
blah blah blah at the beginning. Just tell them the duty and that it doesn’t
involve any fines.

P11: Just say “‘For Koreans, duty means legal duty of people living in the U.S. If
you fulfill your duty, you will get this and that kind of benefits.” If the
interviewer is asked what is getting better, then the interviewer can explain
that if elderly people live in this area, the government will provide more
benefits for seniors. By adding this kind of explanation, the interviewer should
try to make respondent forget about the term “duty” so he/she participates
without much asking.

Excerpt 22. [K6 Lines 538-542]

P4: I think you should talk about both. It is a duty and right at the same time. If
the interviewer briefly explains about the duty, and explains about the
benefits right after that, any repulsion a person might have because of the
duty talk can be relieved. I was like that when I watched the video. | was like
“What? What are you talking about?” when | was listening about the duty
part, but when she talked about the benefits, | was like “aha, that’s why |
should participate.”

Reaction to Key Messages

All participants across the six focus groups understood these key messages: (1) importance
of the census, (2) benefits of census datato local communities, (3) confidentiality assurance
for protection of personal information, (4) brief time (10 minutes) needed to complete the
census form, and (5) legal requirement for census participation. They commented that the
interviewer's explanations were easy to understand and culturally appropriate and sounded
natural in Korean.

Of the five key messages, “benefits of census datato local communities” was discussed
most frequently in Groups K1, K3, K4, and K6 as a message that would affect their census
participation, followed by “confidentiality assurance” and “legal requirement for census
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participation.” Other than these key messages, having a Korean-speaking Census
interviewer would positively affect their decisionto participate in the census. The following
excerpt exemplifies this kind of reaction.

Excerpt 23. [K1 Lines 503-513]

P6: I will do it since "8+9/ Af3/E =& A L/7F (it will help Korean communities).
P7: Since we live here anyway, we should cooperate ... l think even | can ask

others to participate in this. | participated in this once. At that time, the
interviewer was not a Korean personand | had all the concerns which were
described in this video. Like, what if my personal information is stolen? It
could have been a lot better if the person had been a Korean person ... it’s
true that | cannot understand English very well so I might have felt that
way ... But, now, as | learn a lot about this ... like it’s been done every 10

years, it's a “.9/=2”(duty), and it could help communities when the results are
actually reflected.

The order of messages was discussed in four groups (K2, K3, K5, K6). Some of the
participants in these groups felt that order of the current messages presentedin the
conversation should be changed. At least a few participantsin each focus group commented
that “legal requirement for census participation” should be mentioned first for efficient
communication. However, about an equal number of participants did not like this idea, and
they thought that the benefits should be explained first and the legal duty part should come
later only if the respondent still does not want to participate. Such debates about
mentioning the legal duty did not seemto reach a clear conclusion, but they agreed that
how this legal requirement is delivered to the respondents is very important, and it should
be delivered in a gentle and friendly manner.

When the moderator probed about the ideal order of the messages in these groups, they
thought there would be no certain order that works for everybody. They thought the
interviewer should tailor the messages to the respondent’s characteristics by carefully
watching the respondent’s reactions. The following excerptillustrates how to tailor the
approach well.

Excerpt 24. [K5 Lines 701-712]

P1: Well, at the beginning in the interviewer’s explanation, she said through your
participation, something for the elderly blah blah blah. In the big picture,
everything she said was right. Things for the elderly, kindergarten, things like
these... | thinkit was like that because she was explaining within some kind of
a fixed frame. But if | explain this to a young lady, a young Korean lady, |
would say, “SE/2 3/ A{0kX] 215252 /2 O/ AJ&0] & L/CF (Your
response will help building certain facilities for Koreans). Put something that
is related to the person’s interest always upfront. Like your response will yield
such and such benefits. The interviewer’s explanations can be customized.
When you meet a senior citizen, you talk about building facilities for the
elderly. If you meet a younger person, you talk about building Korean-
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language schools, creating jobs that require Korean-language skills.
Customize the benefits that you candirectly relate to yourself.

However, they reached an agreement that the length of the interview should be presented
upfront (K3, K5, K6) along with the personal information protection presented in the
Security Warning card (K5, K6). They thought such information should be provided to the
respondent without being asked for by the respondent.

One participant [K4-P1] felt that an important message to clarify the reason for the Census
interviewer’s visit was omitted. This comment was repeated when discussing the
Fear/Mistrust of government video and Low engagement video and discussing the messages
to encourage census participation by other participants [K3-P3, K3-P6, K3-P8, K6-P3,
K6-P7].

Reaction to Culture-Specific I nteraction Features

Several culture-specific interactional features are included in the script of the Unaware
video: the respondent invited the interviewer to come into the house and then offered the
interviewer a drink of water. The interviewer took off her shoes and accepted a drink.

In addition, the interviewer used MM (teacher) in the video to address the respondent.
This term of address is widely used to refer to someone in a polite way, similar to sir or
ma’am. Using this term indicates the interviewer’s respect for the respondent, and this term
was used in three Korean videos. These interactional features generated some interesting
reactions and discussions in the groups.

Although at least one participant fromall monolingual focus groups (K1, K2, K3) and one
bilingual focus group (K4) liked the interviewer taking off her shoes when entering the
house, most participants pointed out that interviewers should not ask respondentsto invite
them into their houses and interviewers should not enter respondents’ houses for their own
safety. For the same reason, most participants thought that the interviewer should not
accept the drink offer.

Because it is likely that Korean interviewers encounter such situationsin the field,
particularly when dealing with senior citizens, the moderator probed about whether the
refusal to enter the house would hurt the respondent’s feelings. The participants thought
that Koreans living in the United States would understand why the interviewers cannot enter
the house or cannot accept the offer of food or drink because such behavior is prevalent
here. They suggested that the interviewer should decline the invitation graciously, such as
by saying, “H& ZX|&£S X8t 3|7 f™EA 0L =71 & LCH (1 am terribly sorry, but
according to our policy, I am not supposed to go inside).

Discussion about the appropriateness of the term M 2 (teacher) occurred in groups K3
and K6; they agreed this is the best termto call a person when the interviewer does not
know the name of the respondent. One participant [K3-P5] liked it because the respondent
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looked much younger than the interviewer, but the interviewer called the respondent 44 &
(teacher), which exhibits the interviewer’s respect toward the respondent.

4.2.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

The monolingual and bilingual groups did not differin most aspects. There was only one
slight difference: only one participant liked seeing the interviewer taking off her shoes when
entering the house in one bilingual focus group (K4), while at least one participant liked
seeing that in every monolingual focus group (K1, K2, K3). Furthermore, the participants in
the bilingual groups were more adamant about not accepting the invitation to go into the
home or the drink offer. For example, a few participants in each of the monolingual focus
groups (K1, K2, K3) said that accepting the offer should be at the interviewer’s discretion at
first but changed their minds after hearing the other participants who strongly argued that it
was better to be careful. In contrast, all participants in the bilingual focus groups (K4, K5,
K6) voiced that there should be a set guideline about how to behave in those situations. It
is likely that monolingual participants are more familiar with the Korean traditions;
therefore, they seemed more positive about the culture-specific interactions, suchas
entering the respondent’s home or accepting offers of hospitality.

4.3 Fear/Mistrust of Government

The Fear/Mistrust of government video depicts a Korean-speaking Census interviewer
talking to a Korean-speaking respondent, who is aware of the ongoing census but is not
willing to participate because of fear or mistrust of the government. This section
summarizes findings from the focus group discussion on how the Korean-language focus
group participants perceived and reacted to the video. Key findings include participants’
reactions (both positive and negative) to the interviewer’s verbal and nonverbal behavior, to
key census messages, and to culture-specific featuresin the interaction.

4.3.1 Summary of Findings

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Participants across the six focus groups thought this video depicted realistic situations for
Korean immigrants’ households—they were afraid that if they provided information to the
government, the information would be used against them. The participants conjectured that
the respondent shown in this video is perhaps an undocumented person, and they agreed
that it would be difficult to encourage undocumented immigrants because their perceived
risks greatly outweigh the benefits that they can receive by participating.

The conversation in the Excerpt 25 demonstrates the current level of fear and mistrust.
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Excerpt 25. [K4 Lines 968-983]

P1: I will not open the door, because...

P7: Oh, and it is written there as well. “Don’t open the door!” Hhh.

M: Where?

P7: That Korean website.

M: Korean website? Which one?

P7: Oh... Thereis an online forum for immigrants... there is a forum which
discusses about how to deal with this issue... And they say “Never open the
door!”

Group: Hhh.

P7: This alert has been spread everywhere now.

In terms of the interviewer’s behaviors, many participants across the six Korean-language
focus groups complimented the interviewer. The participants thought highly of the
interviewer's patience towin over the reluctant respondent. They commented that the
interviewer maintained a calm attitude, remained positive with smiles, and made persistent
efforts to interact with the respondent. Although the interviewer’s kind attitude was meant
to gain cooperation, one participant [K2-P11] cynically said, “For those whose statusis not
legal, no matter what explanations are given, | don’t think they would stop worrying. The
nicer the interviewer is, the more they may suspect the interviewer.” Reacting to this
comment, many participants commented that it would not be easy for the interviewer to
convince this respondent to participate in a short time frame. To address this issue, more
than half of the participants in Group K4 thought that the Census Bureau should partner
with some churches, YMCAs, or other well-known institutions or community leaders to
increase recognition about the census so that Korean-speaking respondents, including
undocumented persons, will trust them.

Reaction to I nterviewer’s Verbal Behavior

Many participants thought that the interviewer was well-trained and seemed to have
thorough knowledge of the census. However, quite a few participants did not think the
interviewer's detailed explanations would convince this reluctant respondent. Although most
of the participants in Groups K1 and K2 evaluated the interviewer’s behaviors positively
overall, the rest of the groups’ reactions were quite different. That is, several participants in
Group K3 (monolingual) felt that the interviewer was too wordy. Moreover, the participants
in all bilingual groups (K4, K5, K6) voiced that the interviewer’s explanation was too long
and verbose. They pointed out other specific issues from the video as follows. First, two
participants [K6-P1, K6-P2] felt that the interviewer’s tone in this video sounded aggressive.
They felt that the interviewer went through the information without interacting with the
respondent. This thought was shared by another participant [K5-P1]. To address this issue,
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one participant [K6-P7] suggested adding some sympathetic verbal reactions to show the
interviewer is listening and sharing the respondent’s concerns, as shown in Excerpts 26 and
27.

Excerpt 26. [K6 Lines 815-820]

P7: It would’ve been better if she felt for that person a little more by putting
herself in the respondent’s shoes. If the person expressed such concerns, she

could have said “0f 221 220/ o/A/0f £/ & == QAL (Ah, | hear you. You
could be suspicious aboutit.). It would’ve been better if she said just one

sentence like that before giving the long explanations. She started explaining
things without taking that person’s repulsion into her heart. She sounded like

LtE L 2/of o/CF(I'm standing above you).

Excerpt 27. [K5 Lines 1335-1346]

P1: No matter how this person reacts, the interviewer was giving the information
one by one without losing her calm... that way, she is being so informative
when she delivers the messages. She did a very good job in that sense. But
the problem is, the person in front of her was not ready to listen to her, and

said I'm busy, | have to go. A/ 27 L} Q=G ofLfE O/ & 2Fofd 2 < Xf2/
Sotot A= of = A= & OfL/2f1 22 (I don't think it’s right when she was not

shaken by it at all and kept going and going.) If the person said “I don’t have
time,” then she should’ve said “It doesn’t take much time.” She should have

reacted like “AY 5, 0/7] A/t Z0f oF ZE[AER. T2/ 10 A/ F OF 8fA| H LIZ0f &£
S=TFOfA A7 Z2IA £ Q102" (Sir, it doesn’t take a lot of time. And if you
don’t do it now, someone else willcome back later. It may take more time
than doing it now). She should have led the communication interactively,

because this is not a chance for her to recite what she has to say. | think it’s
important.

One participant [K6-P1] was very sensitive to the interviewer’s tone and wording when she
said the following in the video: 24 A|F2|E| 22 ME = 20{EX|E %0L (We do not dare to
ask for information like social security number) and 228 7t N7} 7t4, 23S WE X7t

L§ 2 (If someone is going to jail, it will be me who is going to jail. If a fine is charged, it will
be me who pays that fine.) This participant felt it sounded argumentative. Another
participant [K6-P4] agreed, saying that the interviewer would only talk this way because
she must have assumed that this respondent was undocumented and assumptions like this
could steer people away fromthe census. A participant [K6-P1] thought the tone delivering
the message was important and suggested softening the tone and changing word choices by
using a third party’s perspective. This group came up with new wording: 22 250|
Lot = 48 A|FE[E[LL RIZT 742 HE = X5 = #=ToHXA| g LICH (We do not collect
sensitive personal information such as social security number that many people are
concerned about) and 27X 0l X{ &2 X7} 25 L C} (1 will take any legal responsibility). They
were happy about this alternative wording.
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Another issue mentioned several times was the way the interviewer checked the address.
Several participantsin Groups K1 (P1, P6, P9, P10) and K6 (P1) wondered why the
interviewer checked the address twice, first in the beginning and second toward the end of
the video after the respondent finally agreed to participate, and they did not like it. After
hearing the moderator’s explanations, they understood the reasons, but suggested checking
the address later after getting the respondent’s final consent to participate to avoid scaring
people away. It is unclear whether the respondents would have reached this conclusion
without the intervention of the moderator.

Reaction to Key Messages

The same key messages as in the Unaware video were included in the Fear/Mistrust of
government video, and all the participants thought the interviewer’s explanations were easy
to understand, were culturally appropriate, and sounded natural in Korean. They named the
confidentiality assurance and the legal requirement for census participation frequently as
the messages that motivated their participation decisions.

Although the participants understood the key messages without difficulty, the participants
felt that the interviewer did not present tangible benefits but only repeated the general
purpose of the census. They were pessimistic about convincing this reluctant respondent
because they thought those who chose not to fill out the census form until meeting the
Census interviewer are likely to have their own reasons that prevent themfrom
participating, such as illegal immigration status. These reactions are shown in Excerpt 28
and 29 below.

Excerpt 28. [K3 Lines 920-925]

P7: I think she is not that persuasive. She just talks a lot.
P4: Yes, |l agree. She doesn’t sound persuasive.
P5: The interviewer keeps saying that what you know is wrong, right? | don’t

know if 1 will participate if she keeps saying that.

Excerpt 29. [K4 Lines 1030-1036]

P7: You just said most of the people do it by mail or internet, right? I think those
who have illegal immigration status will never do it, even by mail or through
the internet.

P5: But in my opinion, | told you about XXX {Note: Korean eating place in town}
and similar things, you can only open the mind of the respondents if the
general “ ¢/4/“ (perception, recognition) changes. But the illegal immigrants

will never change their perception.... They will always think they will get some
kind of disadvantage if they participate.

Such pessimistic thoughts were similar across all groups, although it was more prevalent in
Groups K4 and K5. In these groups, they discussed ways to boost participation aside from
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conversations at the doorstep, as they thought that it would be impossible to convince
reluctant respondents at the doorstep, and could be better achieved through public media
campaigns or local community outreach. In addition to this, Group K6 participants
suggested making a video clip with Korean subtitles so that it can be used at the doorstep.
They thought this video would help eliminate any concerns and emphasize benefits.

In Groups K1 and K2, a few participants in each group suggested mentioning the nature of
the participation—egal responsibility—first rather than later. This idea was welcomed by
about half of the participantsin each group, but the other half did not like it. One participant
[K2-P9] said, “It would only work for negative participants like him. People should have
their freedom of choice about whether to participate or not.” As with the findings from the
Unaware video, the Korean participants discussed the importance of context when
communicating the legal responsibility of census participation. They voiced that people
would not be scared or upset if the interviewer delivers this message in a friendly way,
emphasizing that participation is required by law, but the same law protects privacy. One
participant [K6-P1] also made an interesting point, as illustrated in Excerpt 30.

Excerpt 30. [K6 Lines 1161-1166]

P1: ...because legally... Suppose I am a criminal. If someone told me thatif | don’t
do this, there might be another legal penalty, then | might think this is
something | can do, because | don’'t want to add another violation to what |
already have. Suppose | am an illegal immigrant, | would do it because they
might follow me to collect fines if | don’t do it. The benefitsare not my
business. If someone talks about possible benefits | might receive, | would
think who cares, | don’t get it and that’s it.

The moderator asked about the preferred order of the key messages only if participants
raised the issue of message order. The participants in Groups K1, K2, and K4, seemed to
agree that the current flow, starting fromthe benefits and then moving to the legal
responsibility, works best in general. However, they did not think that a certain order works
for everybody. The participants in Group K5 agreed with the importance of flexibility when
approaching respondents. They said that interviewers should be flexible and able to vary
their approach according to the respondent’s reactions or characteristics. Participants
suggested the following order: (1) greeting, (2) short explanations of the census purpose
and its importance, then (3) detailed and specific benefits tailored for each respondent.

The focus groups included participants who at some point in the past had irregular
immigration status. They liked the interviewer’s clarifications that “social security number
will not be asked,” “information will not be shared with the immigration police,” and “your
information will be protected regardless of your status.” Other participants did not like this
because they felt that this wording indicates that the person that the interviewer is talking
tois an undocumented person. However, those with past irregular immigration status
[K2-P10, K5-P2] strongly agreed that that small clarification would give participants peace
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of mind and help encourage respondents who have fear or mistrust of the government.
These participants also commented that showing the confidentiality assurance for protection
of personal information in the written materials would look more trustworthy. Excerpt 31
illustrates these points.s

Excerpt 31. [K2 Lines 1055-1062]

P10: There is WIC and people would get WIC benefits regardless of your citizenship
status. Even, it’s more common that people without proper documents get
WIC benefits. But anyway, that’s what you get regardless of your status.
When we came to the U.S., we did not have proper documents, and we
received WIC benefits. At the time, we were so worried if it’s okay to receive
the WIC benefits and wondered if it would affect our plan to obtain permanent
residency in the future. In the WIC office, they explained that this information
would never be shared with the immigration office. Outsiders may think that
that kind of words would not be of any help. But those specific words really
relieved me a lot at that time and | was able to trust that.

As previously described in the discussion of the Unaware video, one participant [K3-P3]
pointed out that the interviewer should explain why she made a visit—because the
respondent did not send the questionnaire back by mail. This comment was repeated when
discussing multiple videos and other topics (i.e., messages that encourage census
participation) in three groups (K3, K4, K6).

Several participantsin Groups K4 and K5 wondered what kind of questions are included in
the census form. After the moderator’s clarification that “name” and “date of birth” are also
asked, a few participants in Group K4 (a younger, bilingual group) were surprised and
pointed out that the interviewer did not clarify that. Excerpt 32 shows such reactions.
However, it is noteworthy that such sensitive reactions were not observedin Groups K5 (an
older, bilingual focus group) or K3 (a younger, monolingual group). Therefore, these
reactions could be outliers. One participant [K3-P3] mentioned that the collection of name
and age is voluntary.

Excerpt 32. [K4 Lines 891-931]

P11: Oh... but the interviewer didn’'t ask for the name but said she needs to know
how many people were living here...

P7: [Interrupts P11] She only talked about sexand age.

P11: Yeah, she didn’t say anything about the name.

M: Is it differentif she asked for the name?

P1: Of course. For instance, if the name and the telephone number is exposed...

M: But there are many people having the same name.

6 This comment was made when discussing the messages that encourage participation, but it is shown
here to show the undocumented participants’ opinions at once.
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P1: Oh... but if you know where you live and what your name is...
P7: If you know the name ...
P11: The address... the interviewer asked if you live in this address multiple times.

Thenif you tell your name, how old I am, how many people live here, who
lives together... I think asking the information over and over soundsreally...

P7: I think it is ok when you don’t ask for the name and just ask for sex and age.
That’s not personal information, right?

M: Okay, sex and age are not personal information?

P7: But if you have to include your name, do you have to give your legal name?

M: Yes.

P7: So | cannot say that | am Jose Kim {Note: P7 provided a fake name}?

Group: Hhh.

P7: Then this is all personal information.

M: Yes, you're right. This is all personal information, so they tell you that you are
protected by law.

P11: But the U.S. is very sensitive about personal information, and this is a bit too
much...

P7: I think people who have trouble with their status {Note: immigration status}

will hesitate a lot.

When asked whether they would participate after this conversation if they were the
respondent in the video, about half of the participants said they would because of the legal
duty, the interviewer’s persuasive efforts to convince the respondent, and her responses
attributing the reasons for heavy traffic and crowded schools to the respondent’s
nonparticipation. However, the other half said they would not participate because the
participant in the video seemed very private, and the information presented to the
respondent was not that useful but just lengthy.

Reaction to Culture-Specific I nteraction Features

No specific cultural issues were discussed during the focus group discussion of this video.

4.3.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

One slight difference was observed between the monolingual and bilingual groups. Most of
the participants in the monolingual groups seem not to be concerned about the interviewer’s
behavior. For example, several participants in Groups K1 and K2 thought highly of the
interviewer's detailed explanations, saying the interviewer provided good explanations and
answered all the questions that the respondent asked. However, the participantsin the
bilingual groups had more negative comments about how the interviewer talked (i.e., her
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explanations were too long, she was not interactive) and specific lines that the interviewer
said.

4.4 Low Engagement

The Low engagement video depicts a Korean-speaking Census interviewer talking to a
Korean-speaking respondent who is aware of the ongoing census but is unwilling to
participate because of disinterest or lack of motivation to do so. This section summarizes
findings from the focus group discussion on how the Korean-language focus group
participants perceived and reacted to that video. Key findings include participants’ reactions
(both positive and negative) to the interviewer’s verbal and nonverbal behavior, to key
census messages, and to culture-specific features in the interaction.

4.4.1 Summary of Findings

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Because this is the last video reviewed in the focus group, and the same interviewer
appeared in two previous videos (Unaware and Fear/Mistrust of government), participants’
reactions were minimal. Participants may have felt that they had already provided similar
feedback, and the moderator may have allotted less time for this video.

Overall, most participants commented that the interviewer dealt with the situation well and
worked hard to gain cooperation fromthe respondent, while providing thorough
explanations. The participants commented that the interviewer was kind and patient, and
did not lose her temper while dealing with the reluctant respondent.

One participant in Group K5 commented that the interviewer should not touch her hair when
communicating, as it could distract the respondent. Another participant in Group K4
suggested maintaining appropriate eye contact, although she acknowledged that the
amateur actor playing the role of the interviewer may have had difficulty remembering the
lines.

Reaction to Interviewer’s Verbal Behavior (Words Used, Tone, etc.)

A few participants [K2-P10, K1-P8] noticed that the interviewer took a different approach in
this video and said that they liked the fact that she mentioned the 10-minute time burden
earlier than in the other videos and emphasized that census participation is easy and
simple.

Although most of the participants did not have negative comments about the interviewer’s
verbal behavior, several participants in Group K2 thought that the interviewer was too
persistent because the respondent seemed busy, but the interviewer seemed unwilling to
leave without completing the survey. Another participant [K4-P7] also commented that the
interviewer should have given the respondent the option to do it laterin case the
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respondent was busy. Two participants in Group K6 also reacted negatively to the
interviewer’s approach, saying that the interviewerwas not responsive to what the
respondent said.

On the moderator’s request to provide some other options to address respondents’
reluctance to complete the census with the interviewer, the participants recommended
“filling out the census form and mailing it back” or “making an appointment for a future
visit.” However, when the moderator clarified why interviewers should try to complete it
during their visits, the participants understood.

This criticismabout ignoring the respondent’s response was somewhat shared by another
participantin Group K5. This participant [K5-P1] felt that the interviewer’s words were rote
and thought the interviewer acted like a robot reciting what she has to say, just following
her training manual. She said the interviewer should be more enthusiastic and speak with
confidence to persuade reluctant respondents. Excerpt 33 illustrates this participant’s
opinions.

Excerpt 33. [K5 Lines 1232-1244]

P1: Tome ... l understand that this is a drama and the interviewer in the video is
not a real Census interviewer but just an actor who plays the role. Still, she is
so spiritless when she talks. She just memorized the lines and says them, but
| feellike I'm talking with a talking doll. It’s hard to get persuaded by a
person talking like that. Nothing she said came from her own heart. And
about developing community, community development is for you, when she
said it, she was so emotionless. I'm not saying that she had to say it like ...
[waves a hand in the air back and forth as if an enthusiastic speaker] with
some force, but she should have emphasized that talking about the
community development is for your interest, and for your own children’s
interest, and thus is directly related to you ... If not so enthusiastically, but to

some extent, she should say “ 0/ &~0/L} 5L 3t A Z O/ MM EH L X
LEHLICH Z GfFAF0fX].” (You don’t know how very important the data is.

Your participation is so very necessary...) Whew ... she should’ve done it at
least this way.

As with the reactions to the Fear/Mistrust of government video, some participants did not
like the way that the interviewer confirmed the address. Several participants in Group K4
were bothered because the interviewer asked about the address several times. One
participant felt that the interviewer asking about the specific address implied that the
householder was hiding something. This comment was echoed by a few other participants.
To avoid such negative impressions, participants suggested asking, “Do you live here?”
instead of asking for the exact address like is shown in the video. They also suggested
adding an additional sentence to smooth the conversation, such as HX 20l st A 2 (I

= - = =

need to confirm this first), rather than asking the address question out of blue.
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Excerpt 34. [K4 Lines 1323-1334]

P1: It feels like.... 2/9/5f= 7/ (confirming)?

M: Aha ...

p?: Yes, the interviewer double and triple checked the address, right?

P5: Yes... it feels like... if you watch movies or soap operas... People come and ask

“Are you XXX living in this address?” and arrest the person. Hhh.

When discussing their reaction to the interviewer's statement, & 2 M| 2 (please help
me), some deviations across the groups were observed. Although the participants in

Group K3 liked the interviewer’s friendly and positive attitude, one participant [K3-P3]
thought that the interviewer would be “lowering herself” when she said S| F M| 2, E2IFAM 2
(please help us). This participant thought that it does not give the interviewer much power
to persuade the respondent and suggested saying S} A Of &t L|C} (you should do it). Another
participant [K3-P7] agreed and said the interviewer should clarify that she came because
the respondent did not respond by mail to add some pressure. However, the participants in
Group K6 had quite different reactions. A few participants in Group K6 particularly liked the
interviewer ended with a plea X & & £ 2 M| 2 (please help me). They thought that
Koreans are likely to say yes to such personal requests as shown in Excerpt 35.

Excerpt 35. [K6 Lines 1226-1240]

P9: | felt good when the interviewer said “ A/ £ £ £ 9fFA/ 0/ L2?” (Could you
please help me?) towardthe end of the video.

M: Oh, you did?

P9: Instead of forcefully saying this is something you must do, she seemedto say

“TIIZF MY ol d 20] O/AHE Z gotL/R. A= T E2fFA4fL” (Sir, | really need to
do this together with you. Please help me). | liked it because it was not
forceful or oppressive, she said it softly, modestly.

M: What do other people think?

P6: We Koreans are... we cannot say no when someone ask you something very
politely. So like you said [Pointing to P9], if the interviewer makes a request
in that soft tone, most people would do it unless they really don’t have time.

Reaction to Key Messages

As with the previous videos, participants did not have any issues with understanding the
key messages included in the video; they all were clear, easy to understand, and culturally
appropriate and sounded natural.

Most participants also agreed that the interviewer did a good job explaining what the census
is about and its importance. However, these detailed explanations were not always
positively received by all the participants. One participant [K3-P8] thought the interviewer’'s
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detailed explanation was unnecessary, as they would know about that general information
already through a massive public media campaign. This participant thought that the
interviewer should clarify why the interviewer had to make a visit, and another participant
agreed. This participant’s point is illustrated in Excerpt 36.

Excerpt 36. [K3 Lines 945-950]

P8: In all videos, the interviewer tries to explain the fundamental principles of the
census, but | think this is unnecessary because they will know about the
census due to the massive advertisement through public media. | don’t think
there will be anyone who doesn’t know about the census. Just simply say that
I came because we sent the questionnaire but you didn’t answer, this is it!

P?: I also want the interviewer to say that first.

As in the discussion of the previous videos, several participantsin Group K1 suggested
using materials showing real examples about how the statistics fromthe previous census
were used (i.e., based on the count of student population, a new school was built in this
area).

The participants in Group K1 also thought that mentioning the legal responsibility would
help make the Korean-language respondents participate. But as previously describedin
discussing other videos, they also thought that the way it is delivered to respondents would
be critical, as the message itself is intimidating, limiting people’s freedomof choice about
whether to participate. Because of this, they suggested delivering this message in a friendly
manner.

The participants in Group K4 provided useful comments about specific messages that
address the respondent in the video, who seemed only to care about himself. One
participant [K4-P3] commented that emphasizing general, insignificant benefits would not
be effective. To motivate this person, one participant [K4-P7] suggested having an
approach to make the Korean community stand out by saying, “0{2{&£0| 0| Z ¢t 5} H &

S A|ZHSHE| O & H| 4| T 0] H o ZtCt” (If you don’t do it, the benefits we could have gotten will
go to, say Mexicans). Another participant [K5-P1] echoed this comment by saying, “I would
say that the benefits could go to another ethnic community if you don’t participate. It really
is a direct blow that makes people participate.”

Another participant [K5-P6] suggested emphasizing that the respondent cannot avoid
participating. These reactions are shown in Excerpt 37.

Excerpt 37. [K5 Lines 1271-1300]

P6: Or, you can bug him more. “X/& oF ofH L}Z 0 CFE AFEFO) i 2L0F T & OF
of & £ [FE AfSH0) £ 20 (If you don't do it now, another person will come

another time. If you stilldon’t do that, then another personwill come back
again), again, again...
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Group: Hhh.
P6: Then the people would just do it. Saying I'd rather do it now.
P5: Feeling “4f = 5/x/ 2¢0f2F (get the first slap if you will be slapped anyway)

{Note: “Of & O/x Zt=7 &Cf (It’s better to get the first slap) is an old Korean
proverb meaning it’s better to do it now if you cannot avoid doing it anyway.}

P4: This can be a way!

M: In fact, they willcome again.

Group: Hhh.

M: Does everyone thinkit is a good idea?

Group: [Immediately] Yes!

P7: Definitely. Once you say it, the respondent will think let’s get the first slap as

I'll get slapped anyway.

P6: That respondent in the video said he is busy, but it’s an excuse. He just
doesn’t want to do it because it’s cumbersome.

Reaction to Culture-Specific I nteraction Features

No specific cultural issues were discussed during the focus group discussion of this video.

4.4.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

No clear pattern of differences was observed between the monolingual and bilingual groups.

4.5 Summary of Overall Reaction across the Four Videos

4.5.1 Most Encouraging Messages

Discussions across the four videos suggest that most key census messages worked well for
the Korean participants. The messages are clear, are culturally appropriate, and sound
natural in Korean. The participants did not have any difficulties understanding the
messages. There is a clear pattern of preference among the six groups regarding which
messages motivate Korean-speaking respondents to participate in the census.

All six groups mentioned “benefits of the census data to local communities” as the most
encouraging message. The participants agreed that the benefits should be specific and
tangible. For example, some participantsin Groups K3 and K4 suggested mentioning a
specific area and an example of development in the area from past census statistics to show
real benefits to Koreans, and this was welcomed by many other participants in the groups.

The next most frequently mentioned message that encourages participation was the legal
requirement for census participation, and it was mentioned in five groups (K1, K2, K3, K4,
K6). Many participants across the focus groups thought that the legal responsibility would
be the most effective message in making Korean-speaking respondents participate.
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However, several participants strongly disliked mentioning the legal requirement, as shown
in Excerpt 38. They agreedthat this information should be delivered cautiously in a friendly
manner after explaining the full benefits first to avoid negative side effects, considering that
contextual information is extremely important in Korean culture and language.

Excerpt 38. [K4 Lines 1271-1300]

P7: If I am in that situation and the interviewer says this is your duty so you must
do it, then | will say, “No, I will not doit.” Then, I will ask, “So if | don’t do
this, what will you do? Will you sue me? Then | will hire a lawyer.” If the
conversation goes like this, then 1 will never do the survey. No, | won't.

Confidentiality assurance for protection of personal information was mentioned in three
groups (K1, K2, K4) as one of the messages to encourage census participation. The
participants mentioned that this information should appear in the written materials to gain
trust from the respondents.

Furthermore, participantsin several groups suggested the following concrete messages be
used to encourage Korean speaking respondents’ census participation:

» FHOE ZAE R HOIL 2 HAA=M], OFE] A E Otot ZEZ LitM L. X7t o[ A
Lt2t& L CH (Even though we have mailed many surveys, you have not responded,
and that’s why | am here today.) (K3)

= X|Z E0o] OFSIA|H IE CHA| M| 7 EH238HA L CH (We will visit you again if you do not
participate now.) (K2, K5, K6)

= N E ZoFEA|M tEER7? (Could you please help me?) (K4, K6)

" o= 2SO0 HHE ASHAH, ot ME SO S o= A= S|S0 LHE UHSeHH T

7IH 2 & (If Koreans don't participate, the benefits that you may receive could go to
other ethnic groups.) (K5)

» O|RE 2=k 5tN 02! (Your nextdoor neighbors did it too!) (K6)

» Z9lomf TLI= HEF ME2MOFS|R. CHE =2 0|0| C} 3l410{ & (There is no time to
lose as the deadline is coming. You are the only one who did not do it yet.) (K6)

One participant in Group K4 disliked “please help me” because this phrase made her wonder
whether she should or not. This reaction was shared by two participants in Group K3 when
discussing the interviewer’s verbal behaviors in the Low engagement video. However, the
rest of the Group K4 participants felt that saying “please help” would work well, especially
with elderly Koreans. All participants in Group K6 also liked this phrasing, citing this as the
most encouraging message to boost Korean-speaking respondents’ participation.
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The last two suggestions may not be appropriate for confidentiality and ethical reasons, but
the idea is that it would create a sense of urgency, showing that everyone should be
helping.

4.5.2 Most Common Concerns or Reasons to Refuse to Participate in the
Census

There is also a clear trend among all six groups regarding the Korean-speaking respondents’
concerns or reasons for refusing to participate in the census. The most frequently
mentioned reason preventing Korean-speaking respondents from participating in the census
was not having legal status in the United States (i.e., undocumented immigrants), and it
was mentioned in five groups (K1, K2, K3, K4, K5). The second most frequently discussed
reason for refusal was low motivation. Because no substantial benefits seemto be given to
respondents, they tend to keep delaying census participation and end up not participating.
This was mentioned in four groups (K2, K3, K4, K5).

Among all the reasons, being undocumented seems the most serious reason for Koreans to
refuse to participate in the census. Participants thought it would be difficult for the
interviewer to overcome these concerns because there is only limited time at the doorstep,
and they thought these issues could be better handled in other ways (i.e., public
campaigns).

Additional insights about shift in perception and reaction to census messages over time can
be viewed in Appendix I.

4.6 Recommendations

Based on these findings, we have two sets of recommendations. The first setis on the
Language barrier situation, and the second setis on the three mindsets. The Language
barrier situation is different fromthe other three and is therefore treated as a separate item
in the recommendations.

4.6.1 Recommendations for the Language Barrier Situation

I nterviewer Behavior and Appearance

The interviewer’s attire is identified as a crucial factor in winning trust from a non-English-
speaking respondent at the doorstep. If the interviewer’s attire looks official enough, it
would be more likely to ease the respondent’s fear of opening the door to a stranger, as the
fear mostly comes from safety concerns or concerns about the legitimacy of the Census
interviewer. Therefore, we recommend designing a vest, cap, or t-shirt with the Census
Bureau logo on it. The Census Bureau logo should be large enough to be seen and
prominently placed.
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When the interviewer figures out that the respondent cannot speak English, we recommend
the interviewer speak more slowly (but not too slowly and without raising his or her voice)
and emphasize key words.

Placement of Korean in the Language I dentification Card

The current placement of the Korean language was not a major issue for the focus group
participants because they reported remembering where the respondent found the Korean
language in the Language barrier video and referred to that whenthey tried to locate the
Korean language. They said it could have been difficult to locate the Korean language if they
did not know that information. As a result, we recommend presenting the languages
according to the size of population that speaks the language in the United States.

4.6.2 Recommendations for the Unaware, Fear/Mistrust of Government,
and Low Engagement Mindsets

For all three mindsets (Unaware, Fear/Mistrust of government, and Low engagement), we
propose the following:

* One standard set of instructions for the interviewers that includes culturally
appropriate nonverbal behavior and appearance.

* One standard opening statement that includes all crucial messages expressedin a
culturally appropriate manner.

= Additional messages that might be most useful to address different types of mindsets
or concerns. All these messages should be tailored to reflect each respondent’s
interest based on the respondent’s reactions and characteristics. Specific examples
are below (see Exhibit 4.1).

= Thereis no certain or desirable order of the messages; however, protecting personal
information and time burden (10 minutes to complete the census) should be
communicated earlier because it’'s a concern shared by most people.

* Add appropriate verbal reactions to show that the interviewer is listening, such as 0},

JHF82 (Yes, I see).

= Keep in mind that how things are said is more important than what is said. For
example, talking about a legal duty can be intimidating, but if it is explained in a
very friendly way, that would not lead to negative reactions.

Exhibit 4-1 is a summary of these recommendations.
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Exhibit 4-1. Summary of Korean-Language Recommendations for the Mindsets
of Unaware, Fear/Mistrust of Government, and Low Engagement

1. Interviewer’s nonverbal behavior and appearance

Appearance In addition to what is described in the current video scripts, include the

Verbal and nonverbal
behavior

following:

Wear a vest, cap, or t-shirt with the Census Bureau logo on it.

Do not wear excessive jewelry or make-up.

Be tidy (i.e., use a hair pin or tie hair to look neat).

Hold the ID card for 10 seconds.

Ring the doorbell and step back.

If there is no doorbell, knock on the door lightly and step back.

If the respondentinvites the interviewer to enter the house and the
interviewer must decline, do so graciously, saying, “LH{2 Z|&6}X|0F 1A
E0{Z =7} YELCH” (1 am terribly sorry, but according to our policy, | am
not supposed to go inside).

If the respondent offers food/drink and the interviewer must decline, do so
graciously, as above.

Maintain friendly and respectful attitude at all times.

Add appropriate verbal reaction to show the interviewer is listening and
engaging, such as Of 1372 (Yes, | see).

Maintain proper speed, volume, and tone when speaking.

Maintain eye contact, but do not fix your gaze as if you were staring.

Do not touch hair or other body parts when interacting with the
respondent.

(continued)
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Exhibit4-1. Summary of Korean-Language Recommendations for the Mindsets
of Unaware, Fear/Mistrust of Government, and Low Engagement
(continued)

2. Standard opening statement (for all three mindsets)

After the respondent answers the doorbell, the interviewer states the following in all situations:

Korean

English

= GREETING

orgBiR. FAl MB & sizlBLICh

= |IDENTIFICATION

M= 0= 7 ZA=0M 2dt= [FULL NAME] L Ch
7l M LE50l+8a.

* PURPOSE OF VISIT

O|2 917 ZAFRLS 8| MIHOZ MAA o7 ZAE
AL AELCE ZA HEE ot fHES EW}A=M
EOSHR| oMM L. EALE TotE2|H
* ADDRESS VERIFICAITON

[After the interviewer checks the address by sight]
07| AtAl= =047t R?7

* BURDEN:

A ZE2 ok g4, 10 = 5tof Z2|X| gsU

1

|—J
i
3to
in}e
I
o

* CONFIDENTIALITY:

M E| Z2tolHAlt THR HE FA| Eoj ofsf
BoEFR. Of7] EAIH 23 FEIt XM Lttt A& L C
[Show the Security Warning Card]

* MANDATORY

[communicate in a friendly manner] MM A= A|RI#A
Of 2Lt M7 SEHO| &2QU0[ D[=0 A= 2= A2l =5

Mofor gL Ch J2fA A|ZIARLZE OfLIEf2te, Oj=0f AMAlE

o, ol Q3 Hoj o|f7t AF L L

* FUTURE VISIT

0|7 ot7| &Lt mig 4= A=A OfL 0. =ALE OFX|
W7EX] MLp CHE Z=ARO| A& 2oteta. 2Lt X5
SHAl= Al Ltotg.

= GREETING
Hello. Excuse me for a minute.
= |DENTIFICATION

I am [FULL NAME] from the U.S. Census
Bureau. Here is my ID.

= PURPOSE OF VISIT

Right now, the U.S. Census Bureau is
currently conducting a nationwide census.
We sent the mailing to ask for your
cooperation but you have not responded.
So, I am here to help complete it [the form].
= ADDRESS VERIFICAITON

Are you the one who lives here?

= BURDEN:

Census questions are very easy and it only
takes about 10 minutes to complete it [the
form]

= CONFIDENTIALITY:

Your privacy and personal information will
also be protected by law. If you read this,
you can find relevant information in more
detail. [Show the Security Warning Card]
* MANDATORY

[communicate in a friendly manner] The
census needs to count everyone who lives in
the U.S. regardless of their citizenship or
immigration status. So even if you are not a
U.S. citizen, you have a legal responsibility
to participate as long as you live in the U.S.

= FUTURE VISIT
This is not something that you can avoid. |
or another interviewer will come again until

you complete it. [the form]. So, it is better
to do it now.

(continued)

7 If the interviewer must state the exact address to comply with the census procedure, we suggest
using “HX =0l st & A 2" (I need to confirm this first). “355 Main Street 0 AfA|= A 2X|2?” (You

live at 355 Main Street, right?) to sound more natural.
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Exhibit 4-1.

Summary of Korean-Language Recommendations for the Mindsets

of Unaware, Fear/Mistrust of Government, and Low Engagement

(continued)

3. Additional messages that might be most useful to address different concernsor

mindsets

If the respondent shows unawareness of the U.S. census, fear or mistrust of the government, or low
engagementin civic duties, the interviewer can use the following messages after the opening

statement to address each type of concerns:

Korean

English

= WHAT IS THE CENSUS
0|2 FRolAEs 10 Hofl Sey 0|3 Lo &
ABES +8 M MAA ATFALE MAStD UL

<<MIGHT BE MOST USEFUL FOR UNAWARE>>

DATA
Ol EE ARBSM 2t XIGAtE|7t Ha 2 dt= o
MH|20f Ciet 85 XS SE5tH 2785 gLt
aziM g& = A2 ofF Sase.

<<MIGHT BE MOST USEFUL FOR UNAWARE
MINDSET>>

OI-

* CENSUS QUESTIONS
dMs 222 d85 #9a. & ol o o 21
GEO|Lt Lto] 22 oF 7[=HQl EES0/08. B2
==0| FE{otA = 2 L
Hel 2= OFX| gLt

(k=]

<<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST

AND UNAWARE>>

* CONFIDENTIALITY WITH STATISTICAL USAGE
a7t =83t MHES2 ZF SNMM A4 A=
MEE[Z] EZ0f 7§20 ofH SES WX & =7t
glog. JdefM ddgel SEHI Uy 2=
HoE1, R 2 SR @&

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST=>=>

[

L rn

IMPORTANCE OF CENSUS AND USE OF CENSUS

HF SEILE 28 AR2E 22 THT

2M3 HIZR

= WHAT IS THE CENSUS

Every 10 years, the U.S. government conducts
a population census to count everyone who is
living in the U.S.

<<MIGHT BE MOST USEFUL FOR
UNAWARE>>

= IMPORTANCE OF CENSUS AND USE OF
CENSUS DATA

Government funding that supports various

services that each local community needs will

be determined fairly according to the census

results. So accurately counting people is very

important.

<<MIGHT BE MOST USEFUL FOR UNAWARE

MINDSET>>

= CENSUS QUESTIONS

The census questions are very simple. We just
ask how many people live here and some
basic information about them, such as their
sex and age. We don’t ask about sensitive
information such as immigration status or
social security numbers that many people are
concerned about.

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST AND UNAWARE>>

= CONFIDENTIALITY WITH STATISTICAL
USAGE
The data we collect will be grouped together
and used as a statistical number so (people)
cannot know which individuals answer what.
So your response and personal identifying
information would be kept strictly confidential
and will not be disclosed outside [the Census
Bureau].
<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST>>

(continued)
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Exhibit 4-1.

Summary of Korean-Language Recommendations for the Mindsets

of Unaware, Fear/Mistrust of Government, and Low Engagement

(continued)

3. Additional messages that might be most useful to address different concernsor

mindsets (continued)

Korean

English

= CONFIDENTIALITY WITH LEGAL RESPONSIBILITY

0] Q1 ZAFRE JHQI9) Zato|HAIS
YEE WA 2L

97 EARC BE HASL HHel
AR Bref ol Yuot

Had S €8 MAS Mof gLt

~
S

R}
do ot i
0gt

o
=
-

o2
i

> H
>

=]
=

i

o

<<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST>>

* OVERALL BENEFITS OF CENSUS DATA
ZAO| FHOStMOF R 7t ERE2 ohs R0 A

=

&0t el

s of 2+ A0Q. 6§ S0, A7 ZAMOM 0] X|

St

AbE AFRE 71 SRACHE 2apvh LiE, Jof HES
ofito] MY JH2 Sfult =2 EY, XY X

i

st |2 JHME B17R.
X

Sht

(o]
H
H}

o

2 230
SFHECHH, X7t

of

<<MIGHT BE MOST USEFUL FOR LOW ENGAGEMENT

AND UNAWARE>

= EMPHASIZING THE BENEFITS TO THE KOREAN

COMMUNITY
O Z=AtO] FHO{SHA= A Mg Ent ool Ate]of 2 =50
UL o=l o7t ZOtEF otel Ate|7t Y
FROM X@EE H© Ho| #s + Aofe

<<MIGHT BE MOST USEFUL FOR LOW ENGAGEMENT

AND UNAWARE>
* TAILORED BENEFITS (YOUNG PARENTS)

O[X[Hof =tF7| Ot=0| Bith= ZIt7F LI, 00|55

et Y ool MY Klng. JH=2 Stult 50| 22

Algds A7|= ota, &8 MH|A I E 7SN K.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

= CONFIDENTIALITY WITH LEGAL
RESPONSIBILITY
The U.S. Census Bureau honors privacy and
strictly protects confidentiality. All staff of the
Census Bureau, including me, took an oath
about personal information protection. In the
case of information being divulged, I will take
any legal responsibility, such as serving a jalil
term or paying a fine.
<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST>>

= OVERALL BENEFITS OF CENSUS DATA

The government can support the area where
it is needed most.

For example, if the census results say there is
a large population increase in this area,
federal funding to support the population will
be allotted. Likewise, they can build schools,
roads, hospitals, community centers, and
improve service for children.

If you do not participate, the government
does not have information about what people
in each area need and therefore cannot
allocate the appropriate budget.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT AND UNAWARE=>

= EMPHASIZING THE BENEFITS TO THE
KOREAN COMMUNITY

Your participation greatly helps you as well as

the Korean community. When more Koreans

participate, it will help the Korean community

get its fair share of federal funding.

<<MIGHT BE MOST USEFUL FOR LOW

ENGAGEMENT AND UNAWARE>

* TAILORED BENEFITS (YOUNG PARENTS)
If the census results demonstrate that there
is a population of school-aged children,
federal funding for children could be allotted.
Likewise, they could build facilities such as
schools and playgrounds and improve
services for children.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>
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Exhibit 4-1.

Summary of Korean-Language Recommendations for the Mindsets

of Unaware, Fear/Mistrust of Government, and Low Engagement

(continued)

3. Additional messages that might be most useful to address different concernsor

mindsets (continued)

Korean

English

* TAILORED BENEFITS (ELDERLY CITIZEN)
O |9 =0l Q7+ BiCh= Zapot L™, ol MH|AE

I3t olgt ojsto] MEE|ne 1HE Ko BX| MELE,
OIS 9Bt AIMOILE Mg XS & U, BE AHA
INNME IS .

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

* TAILORED BENFITS (KOREANS)

o] X|%of BHol0| 93t olgt

MCh= ZaJt LI ®, otolg
OfAtO] MHEDQ. OAZ B0l EX| MEL} BH=2 st
XS +E U1, ool st MH|A I E FHsEiM K.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

* TAILORED BENEFITS (ELDERLY CITIZEN)
If the census results demonstrate that there
is a large senior population, federal funding
for senior service could be allotted. Likewise,
they could build facilities such as senior
centers or hospitals, and improve service for
seniors.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

* TAILORED BENFITS (KOREANS)

If the census results demonstrate that there
is a large Korean population, federal funding
for Koreans could be allotted. Likewise, they
could build facilities such as Korean
community centers or Korean schools and
improve service for Koreans.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

4.6.3 Recommendations to Avoid I neffective Verbal and Nonverbal

Messages and Behaviors

We recommend that the interviewers avoid verbal and nonverbal messages and behaviors

that would alienate the respondents. Discussions across the four video scripts show thatit is

less desirable when the interviewer exhibits the following verbal and nonverbal behaviors:

= Standing too close to the respondent by stepping into the house or the doorway

where the respondent is positioned

= Flashing the ID card too fast, meaning allowing for less than 10 seconds or so

= Speaking without active listening (giving lots of information and not noting

respondents may have questions)

= Speaking too robotically, as if reciting from a script

= Avoiding eye contact

= Touching body parts (i.e., hair) when talking to the respondent

The following messages or presentation of messages are perceived as less effective, and we

recommend that interviewers avoid or minimize them if possible:
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= The address verification question, which specifically says “Do you live at [address]?”
sounded strange or even offensive. Our recommended standard statement in
Section 4.6.2 shows alternative ways to ask this question.

* The time burden statement should be stated earlier in the interview.

= The legal requirement for census participation should be communicated in a friendly
manner.
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5. FINDINGS FROM VIETNAMESE-LANGUAGE FOCUS GROUPS

In this chapter, we report findings fromthe Vietnamese-language focus groups,
summarizing their reactions to the four video. Findings are presented in the order of the
video reviewed and discussed in the focus groups: Language barrier, Unaware,
Fear/Mistrust of government, and Low engagement mindsets. For each video, we document
findings in terms of focus group participants’ reactionsto the interviewer's nonverbal
behavior and appearance, verbal behavior, key messages, and culture-specific features. We
also summarize major issues and concerns that emerged from the group discussions. To
facilitate transparency in the reporting of the analysis, transcript excerpts are accompanied
by their focus group ID number, as specified in Exhibit 2-5 in the Methods chapter.

5.1 Language Barrier

The Language barrier video depicts an interaction between an English-speaking Census
interviewer and a Vietnamese-speaking respondent. In language barrier situations, Census
interviewers try to identify the language spoken by the respondent and to obtain a phone
number for future contact by another interviewer who speaks the respondent’s language by
using the Census Language Identification (ID) Card. Hence, in this video, use of the
Language ID Card is an important feature of the interaction.

This section summarizes how the participants in the Viethamese-language focus groups
perceived and reacted to the video. Participants’ reactions to the feasibility and usability of
the Language ID Card are also summarized in this section.

5.1.1 Summary of Findings

Reaction to How the I nterviewer Handled the Situation

Most participants in all six focus groups reacted positively to how the English-speaking
Census interviewer handled the encounter with a Viethamese monolingual respondent. Many
of them were impressed by how the interviewer tried everything he could do to help the
respondent understand the purpose of the visit, without appearing intimidating. According
to the participants, Vietnamese monolinguals are often wary of strangers, and even more so
when the stranger does not speak Vietnamese. Excerpt 1 shows this opinion.

Excerpt 1. [V2 Lines 88—-93]

P11: He’s nice, he smiled to be friendly with that Vietnamese respondent. That’s
good about him, because normally when people see strangers, they’lllock the
door, they don’t want to open the door. They don’t want to have contact with
the person outside. That’s the problem. Normally they don’t want talk to
strangers. Especially the elderly. They don’t know ... they don’t know English
so they don’t want to have any contact with strangers.
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In this sense, patience is one of the most important traits of an interviewer when interacting
with monolingual Vietnamese speakers. When describing what they liked about the
interviewer, participants frequently used phrases such as “patient” (V1, V2, V3, V5, V6),
“polite” (V1, V3, V5), “friendly” (V1, V2), “making the respondent feel at ease” (V1, V6),
and “persistent” (V2, V3). To the participants, the interviewer did a great job because he
was not deterred by the language barrier, was patient with the participant while always
smiling, and did not mind using body language to help the respondent understand the
situation. One participant [V2-P1] commented that the interviewer showed lwrongtadm nghé
nghiép (professional integrity). Excerpt 2 summarizes this reaction.

Excerpt 2. [V5 Lines 255—-265]

P1: He is very patient and slowly instructs the homeowner by going through each
language and flipping each page. He guided and asked the homeowner to
make sure that they were at ease. With short-tempered people, they would
be scared and easily give up, after asking questions and having this lady
refuse {Note: referring to respondent}.

[P2, P9, and P10 smiling]

P1: This gentlemanwas very patient to flip the pages to the very last minute,
until the lady saw Vietnamese and said OK {Note: Uttered in English: OK}.

Only a few participants had negative comments on the interviewer’s behavior. One
participant [V1-P3] felt the interviewer spoke too quickly and suggested slowing down his
speech when he noticed the respondent does not speak English. Two participants in Group
V4 [V4-P1, V4-P3] commented that the interviewer flipped the Language ID Card too fast,
without giving the respondent enough time to read its contents. Another participant [V4-P3]
commented that the interviewer should have approached the respondent more cordially,
such as greeting the respondent by saying, “Hello, how are you today?”

Although the reaction to the English-speaking interviewer’s performance was positive
overall, some participants expressed their unease about some situations in the video:

(1) opening the door to the stranger (V1, V5, V6) and (2) the respondent giving her phone
number to the interviewer (V5 and V6). They thought that the video was not realistic in the
first place because Vietnamese people, especially older women who are likely to be
monolingual and home alone during the day, would not open the door to a stranger as
readily as depicted in the video. Excerpt 3 describes this concern.

Excerpt 3. [V5 Lines 255—-265]

P7: In this scenario, the homeowner wantedto greet [the interviewer]. However,
usually, when a stranger comes, a person like the ... the lady in the video has
a limited ability to interact with society. So, usually, when a stranger comes,
there is no way an elderly person nor a child will answer the door. This
scenario was created to have the homeowner agree to greet [the stranger].
Ah, that is why it was easier, but in most situations, where someone comes
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by himself, they {Note: referring to respondents} won’t ... won’t... won’t
[open the door].

There were some suggestions to convince the Vietnamese-speaking respondents to open
the door to a Census interviewer. Several participants commented that the interviewer’s
visit needs to be coordinated ahead of time. For instance, one participant [V5-P3] wanted to
receive a written notice either by mail or as a door post (e.g., a door hanger). A couple
other participants suggested making an appointment before the visit. Participants in Groups
V2 and V4 commented that the Census Bureau should consider ways to make some
communications happen without opening the door, such as the interviewer holding a sign
saying, “I am from the U.S. Census Bureau. Do you speak [LANGUAGE]?” in multiple
languages. As we will discuss in the next section, a uniform with a prominent Census
Bureau logo printed or an enlarged ID badge were also suggestedto help identify a Census
interviewer from a distance. In addition, one participant [V6-P2] suggested expanding the
time of the visit to evenings and weekends, when working, younger household members
would be around. This participant thought this would also reduce the number of language
barrier encounters, because younger Vietnamese people are more likely to speak both
English and Vietnamese.

Some participants in Groups V5 and V6 also thought the interviewer should not ask for the
phone number nor should the respondent give out her phone number, because a phone
number is private information. Some participants pointed out that the interviewer in the
video did not explain why he would need the phone number, and even if he did, the
respondent would not understand the explanation. They suggested (1) leaving the Census
Bureau contact number so the respondent cancontact the Census Bureau directly or (2)
sending a Vietnamese-speaking interviewer directly once the language of the household was
identified. The negative reaction to taking a phone number without providing explanations
was mostly resolved when the participants read the content of the Language ID Card?® later
in the discussion, but unease about giving out the phone number seemed persistent even
after they saw the Language ID Card.

Reaction to the Interviewer’s Nonverbal Behavior and Appearance

Many focus group participants felt that the photo ID and the bag with a big Census Bureau
logo gave the interviewer legitimacy and credibility. They also liked that the interviewer
wore neat clothes because it gave an impression that he is a person on official census
business, not a “scammer.” Excerpt 4 shows this reaction.

8 The Language ID card reads, “Hello, I’'m from the U.S. Census Bureau. Is someone here now who
speaks English and can help us? If not, please give me your phone number and someone may contact
you in English.”
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Excerpt 4. [V5 Lines 207—218]

P10: Yes, doesn’tlook like a scammer, then he/she ... yeah {Note: Uttered in
English: yeah}. Sometimes, Vietnamese people are scared to come out when
they see strangers who look too thuggish and do not want to come out!

M: How do you define looking kind?

P10: You can see the way he dressed, after stepping out {Note: referring to
respondent opening the door}. You can trust him. You can continue talking to
him. Yes. [Smiling].

According to participants, wearing neat business attire is important to gain trust for
Vietnamese-language respondents. At the same time, in their concern about opening the
door, participants also concurred that the Census Bureau logo should be clearly visible from
a distance. They suggested (1) a uniform with a logo that is identical to what is on the
interviewer’s shoulder bag (V5, V6) and (2) a Census ID Badge that is significantly larger
than its current size (V5).° The idea of a uniform and a larger photo ID were recurring
suggestions for subsequent videos, indicating a clear preference for these items from the
Vietnamese-speaking participants.

The interviewer’s nonverbal behaviors such as doorstep manners and body language
received positive feedback from participants. Several participants, especially in Group V6,
felt that the interviewer was not pushy orintimidating because they saw the interviewer
kept a comfortable distance fromthe respondent throughout the interaction and did not try
to go inside. Participantsin Groups V1, V3, and V4 were impressed by the interviewer's
hand gestures, such as pulling out his phone to let the respondent know he wanted her
phone number and letting the respondent type in her number directly on his phone. They
found it considerate because this showed the interviewer did his best to communicate with
the respondent without making her feel uncomfortable.

Reaction to the Language 1D Card

Participantsin all six focus groups reacted positively to the interviewer’s use of the
Language ID Card to communicate with a Vietnamese-speaking respondent, even before
they took a closer look at the card. They assumed that the Language ID Card contains some
Vietnamese text that the respondent could understand and commented that the interviewer
was well prepared for the language-barrier encounter. Not knowing the exact content of the
Language ID Card, a couple of participants in Group V3 [V3-P5, V3-P8] suggested that the
interviewer should bring a note in Vietnamese asking for a phone number with explanations
about why this is needed. After reading the content of the Language ID Card, many
participants fromalmost all groups (V1, V3, V4, V5, V6), including the above-mentioned

9 In the videos, we used 5.5 by 8.5 size Census badge.
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participants from Group V3, liked the idea of using the Language ID Card in this situation.
Excerpt 5 illustrates this reaction.

Excerpt 5. [V4 Lines 261-272]

P4: Rdt la tuyét vori (It’s absolutely wonderful) because it has many different
languages so if you are from one of these countries, you can point to your
language. And the lady pointed to Vietnamese.

M: Vietnamese. Anyone else has any thought?

P1: [Pointed to the card] | want to say that this is correct, this is correct.

M: What do you mean by this is correct?

P1: What I mean is you can scan through this and look for your language and

point it out so they can explain to you. | like that.

Although most participants across the groups felt the Language ID Card would be helpful to
bridge the gap between the interviewer and the respondent in the language barrier
situation, some participants had different thoughts. For instance, one participant [V1-P1]
commented that the simple black-and-white design made it look like a photocopy rather
than a government document.

Vietnamese is listed 52 out of the 53 languages on the Language ID Card, so it appears
almost at the bottomof the final page at the back cover of this material. Aimost all
participants of the focus group, except for those in Group V2, located Vietnamese easily
despite its location. Locating Vietnamese was easy for participants because (1) some of
them noticed the languages are listed alphabetically according to their English names, (2)
some happened to flip the Card over and found Viethamese on the back page, and (3) some
participants remembered how the respondent and the interviewer went through all the
pages in the video. In addition, Vietnamese text stood out because that is the language
both monolingual and bilingual participants are most familiar with. As one participant
[V1-P9] commented, “for Vietnamese people like us, it does not take much time to find our
language” (V1 Lines 331-332).

Although most participants found Viethnamese easily on the Language ID Card, some
participants in Groups V2, V3, V5, and V6 were skeptical about whether other Vietnamese
speakers could easily find it. According to participants, people would “not want to stand
outside that long” [V2-P5] to “turn so many pages” [V3-P1], because “many Vietnamese
people would not have enough patience” [V3-P8]. Because Vietnameseis listed at the end
of the Language ID Card, there are too many languages and pages to scanthrough to find
Vietnamese once you open the flaps of this tri-fold card.

Participants made various suggestions to improve the usability of this card, such as
(1) listing languages by frequency of use, instead of alphabetical order (V2, V5, V6);
(2) increasing the font size of the language name column in the right margin of each page
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(V5, V6) and adding national flags*° in color next to the language name to make them
better noticeable (V2); or (3) having the list of all 53 language names in the cover page so
the respondent can identify the language simply by looking at the first page (V3). The third
suggestion, having the list of all languages in the front cover, was liked by many
participants whenit was brought up in Group V3. Excerpt 6 describes this discussion.

Excerpt 6. [V3 Lines 269—292]

P9: I have a suggestion. On the first page, there should be only one word for
each language. For example, English, Vietnamese, etc. Then, when the
respondent point to their language on the first page, then the interviewer will
show the content of that language at the other page.

P11: Yes, it’s very good idea!
P1 & P3: [Nodding in agreement, smiling]

M: [Looking P9] So, do you mean that they should add another page as the first
page with all languages?

P9: Yes, the first page should show {the list of} all languages so people can
identify their language there, only one word for each language.

P11: I think P9’s idea is very helpful, very good! It will make easier for people to
identify their language on the first page. So keep everything on this card, just
adding the first page with one wordfor each country in the world, and people
will identify their language immediately on the first page.

P1: [Smiling] I like that idea too.

In addition, some participants in Groups V2 and V5 pointed out that the language name
column is on the right margin of each page, which is not conventional because most text
reads left to right. They commented that moving the column to the left margin makes
identifying the language easier, because users can scan through the language names only,
instead of scanning through text boxes written in many different languages.

5.1.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

There are several differences in findings between monolingual and bilingual groups in the
discussion of the Language barrier video that depicted the interaction between an
interviewer who did not speak Vietnamese and a respondent who spoke only Vietnamese.
The positive reaction to the interviewer’s use of hand gestures and body language (e.g.,
pulling out the phone) was observed only in the monolingual focus groups (V1, V3, V4). On
the other hand, concern about giving a phone number to a Census interviewer was raised
by bilingual groups only (V5, V6).

10 we do not recommend using national flags to represent language for the decennial census because
there is not always a permanent or apolitical link between languages and national flags.
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In addition, at least two participants in each of the bilingual groups (V2, V5, V6) expressed
concerns on the usability of the material in relation to the location of Vietnamese text in the
Language ID Card and made suggestions to improve it. Similar comments were observed in
only one monolingual group (V3).

5.2 Unaware

The Unaware video depicts an interaction between a Vietnamese-speaking Census
interviewer and a Vietnamese-speaking respondent who is unaware of the U.S. census. At
the end of the video, a scene shows the respondent inviting the interviewer to come into the
house and offering a drink of water. This scene was added to see whether accepting the
respondent’s hospitality is perceived as culturally appropriate by the Vietnamese speakers.

This section summarizes how the participants of the Viethamese-language focus groups
perceived and reacted to the interviewer’s verbal and nonverbal behaviors, key census
messages delivered by the interviewer, and culture-specific featuresin the interaction. After
describing findings common to both monolingual and bilingual participants, we will take a
closerlook to see whether the monolingual and the bilingual groups differed in their
reactions.

5.2.1 Summary of Findings

Reactions to the Interviewer’s Nonverbal Behavior and Appearance

What most impressed the participants was the Viethnamese-speaking interviewer’s polite and
respectful attitude. Most participants across all groups commented on how polite the
interviewer was with her gestures, such as putting both hands together in front of her body
when greeting the respondent and with her use of appropriate Vietnamese honorific
markers like “da” or “thwa.”11 Participants also liked that the interviewer gave thorough
explanation with patience, a clear voice, and a professional attitude. In addition, the
interviewer speaking Vietnamese was liked by participants (V1, V3, V5) because “speaking
the same language itself makes the entire communication friendly,” as one participant
[V3-P4] commented. Many participants felt the interviewer’s patience and respectful
attitudes worked well to relieve the respondent’s nervousness and disconmfort while
interacting with an interviewer from the government. Excerpt 7 summarizes this reaction.

Excerpt 7. [V6 Lines 577—-580]

P11: The interviewer is very patient. Respondents oftenfeel hesitant when talking
with government officials. The interviewer seems to know that very well, so
she is very patient, explaining slowly, clearly, does not rush the respondent. |

11 The Vietnamese words “da” and “thua” do not have specific meanings, but are used as honorific
markers in front of person-pronouns or at the beginning of sentences to show respect when speaking
to someone older.
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think key characteristics of an interviewer are to be patient and friendly in
order to help the respondent participate!

Despite the overall positive reaction to the interviewer’s nonverbal behaviors, there were
several comments about the interviewer not making proper eye contact. Four participants
(V4, V5, V6) pointed out that the interviewer often looked sideways and that they found it
less convincing and even lacking emotion. One participant’s comment in Excerpt 8 explains
why speaking with a more animated tone and giving full attention to the listener matters
when an interviewer is asking for cooperation.

Excerpt 8. [V6 Lines 571-575]

P5: I meant that the interviewer should put their effort in making respondent cdm

théng (feel sympathy) and understand the benefit of their participation. The
interviewer should talk in more heartfelt way, said from their heart. The way
the interviewer’s eyes wandered around when talking, or looked at the

house’s number did not create the heartfelt connectionwith the respondent!

Participants did not comment about the interviewer’s appearance in their discussion of the
Unaware video as much as they did for the previous video. Some participantsin Groups V1,
V2, and V4 reacted positively to the interviewer’s introducing herself witha Census ID
Badge, because it clearly showed that the interviewer came from the government. One
participant [V2-P2] commented that the badge should be bigger and have a more prominent
government seal. The idea of a larger Census ID Badge was proposed by a participant in
Group V5 in the Language barrier video discussion and was repeated by a participantin
Group V2.

Only two focus group participants (V1, V2) commented on the interviewer’s attire. The
Census interviewer in the Unaware video wore a white dress shirt and a pair of black
trousers. Although most participants in Group V1 felt that the interviewer was dressed
professionally, one participant [V1-P6] pointed out she should have tucked her shirt in to
look more feminine. Another participant [V1-P3] agreed by saying this will matter because
appearance matters. On the other hand, participants in Group V2 concurred that
interviewers should wear uniforms and that media advertisements should include the image
of the uniform. They felt it would increase the chance of respondents opening the door to
the Census interviewer. Excerpt 9 provides more details about this suggestion.

Excerpt 9. [V2 Lines 482-504]

P5: So when they open the door, they had already been informed that it’s time
for the census. They have seen in the magazine {Note: meaning a booklet or
brochure} that someone will be coming sometime this month {Note: uttered
in English: magazine}. So, they open the door and they see this person who
is so polite and speaks with a manner of a government employee. Number
one is having the manner of a government employee. Number two is
having the uniform. The uniform that they have seen in the newspaper or
on TV. Then they would feel safe to continue the conversation. Otherwise, if
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they see them {Note: interviewers} all dressed differently, they {Note:
respondents} are going to be worried. How do they {Note: respondents}
know if they {Note: interviewers} are real or if they are a fraud.

P2: Yes.

P5: So, | think they {Note: interviewers} should wear uniforms. Design a unique
uniform for ...

P2: Maybe a hat. A hat that said census and a uniform ...

P5: A hat, a hat ...

P2: That said census.

P5: The ddng phuc (uniform) should be shown in the media so people can

recognize it and feel safe letting the interviewers in. If they don’t open the
door then that’s the end to everything. The interviewers won’'t have a chance
to talk to them.

Reaction to the Interviewer’s Verbal Behavior

One common reaction across the groups is that participants noticed that the interviewer was
very patient and gave detailed explanations to address the respondent’s concerns (V1, V2,
V3, V5). Many participants also complimented the interviewer’s politeness and
respectfulness, which was shown by her use of the proper age-gender pronoun to address
the respondent (e.g., ba[ma’am]) and Vietnamese honorific markers (e.g., da, thwa'?) (V1,
V2, V3, V5, V6). Using properwords and honorific markers to show respect was perceived
as appropriate because, as one participant [V5-P9] commented, “the Vietnamese expect
others to be respectful” (V5 Lines 635—636).

As much as participants liked the interviewer’s thorough explanations, many of them found
the explanations too long and verbose and thought they should be shortened (V2, V3, V4,
V5). They felt that the long explanations would not work well, especially at the doorstep,
because most people will not be patient with a stranger, even if the person is from the
government. Participants, especially from Groups V2 and V4, suggested that the interviewer
should say only three to four core messages at the doorstep. Any further explanations
should be tailored to the respondent’s concern or reaction. We will discuss this in more
detail in Section 5.2.1.3.

Some participants in Groups V1, V3, and V4 felt that the interviewer’s tone was not friendly

enough. One participant [V4-P8] commented that the interviewer reminded him of “cong an”
(communist police), which he experienced in Communist Vietnam, and this triggered fearin

the respondent.

12 The Vietnamese words “da” and “thua” do not have specific meanings, but are used as honorific
markers in front of person-pronouns or at the beginning of sentences to show respect when speaking
to someone older.
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One notable negative reactionto the words used by the interviewer was about the termbat
budc (required) in the interviewer’s explanation about the mandatory nature of
participation. Several participants in Groups V4, V5, and V6 showed strong negative
reactions, saying it sounds scary. Excerpt 10 illustrates this reaction.

Excerpt 10. [V6 Lines 663—668]

P2: I heard that the interviewer said “it is required by law...” Is it true that it is
required by law?

M: How do you think?

P2: I don’t know, but I am wondering if the old lady hears that, she might feel

scared... [smiling]. Ludt bdt budc (Required by law) sounds scary, especially
for old people.

Because batbudc (required) sounds too intimidating, a couple of participants suggested
softening the tone by saying cin dé (need to) instead. In addition, participants in Group V3
pointed out some Vietnamese words that might be difficult to understand for older, less
educated people, such as s0 ID (ID number) and hoach dinh (to determine a plan). They
suggested some alternative wordings to replace these high-level Viethamese words.

Participantsin four groups (V2, V4, V5, V6) were concerned that gaining cooperation from
Vietnamese monolingual respondents would not be easy. During the day time, those who
stay at home are most likely to be the elderly. They tend to be “afraid of strangers”
[V4-P10, V5-P4] and are oftenwarned by their children “not to sign anything with
strangers” [V4-P2]. Excerpt 11 describes this common concern.

Excerpt 11. [V4 Lines 447-452]

P2: Because she {Note: interviewer} said that every family has to do this and
that it is mandatory. That scares the lady. She is home alone and all her
children are at work. She doesn’t speak English and if you ask her to sign any
kind of paperwork, it will scare her and she will decline. The lady declined by
saying “Go find someone else. They will cooperate with you.” What she said is
psychologically correct.

Several ideas were suggested to reassure the monolingual respondents and convince them
to complete the census form. The following are some of the suggestions that we find worth
noting:

= One participant [V5-P2] commented that interviewers need to explicitly mention that
there is nothing to worry about from this visit, such as: (1) Thwa bac, bac dirng so.
Con dén day khong phai dé truy td bac (Ma’am, please do not worry. | am not here to
harm you) or (2) Con dén day dé gitp bac. Néu bac khdng hiéu, con sé giai thich tirng
cau cho bac (1 am here to help you. If you don’t understand, | will explain every
single itemto you) (V5 Lines 596—-598; 604—605).
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= Another participant [V2-P2] said that the respondents’ concern about safety will be
relieved to some extent if the interviewer makes it clear that the interview can be
done outside and that there is no need to go inside.

= A couple of participants in Group V4 suggested arranging a second visit to pick up
the completed census formor allowing respondentsto complete the formon their
own online or by mail. This is because many monolingual elderly people would
hesitate to complete the form on the spot with the interviewer and want to ask their
children or someone knowledgeable whether it is okay to respond.

= Some participants in Groups V5 and V6 suggested bringing a document with
information about the census because verbal messages only will not be enough to
gain full trust.

Reaction to Key Messages

Across the focus groups, participants liked the following five key messages delivered in the
Unaware video: (1) benefits of the census datato local communities, especially to the
Vietnamese-speaking communities (favored by all six groups); (2) short amount of time (10
minutes) needed to complete the census form (V1, V5, V6); (3) importance of the census
(V1, V5); (4) the legal requirement for census participation (V1, V5); and (5) the
interviewer’'s willingness to accommodate by saying “If you are busy, | can come back
anothertime” (V6). However, the legal requirement message received mixed reactions.
Although some participants found it persuasive, more participants disliked it. See more
detail below.

The message about benefits of the census data was the most popular in all six focus groups.
Indeed, the participants of Vietnamese-language focus groups showed a clear pattern in
their reaction to the key census messages: favoring the benefits message and disliking the
legal requirement message. Only the benefits message received positive reactions from
participants in all groups, and the legal requirement message was the only message in this
video to which participants reacted negatively. Participants liked the benefits message
because it gives thema reason to participate—bringing something good to the community.
As previously discussed, on the other hand, the word “batbudc” (required) caused a
negative reaction to the legal requirement message. For this reason, several participants
suggested de-emphasizing the legal requirement message (V4, V6) or softening the tone by
using can dé (need to) instead of “required” (V4, V5) or speaking more about benefits
without mentioning the legal requirement (V6). Excerpt 12 describes this reaction.

Excerpt 12. [V6 Lines 677—684]

P2: I think many old ladies when hearing about law, they will feel scared and will
stop the conversation immediately. They might say, for example, “oh,
anything relating to law, 1 don’t know and feel scared, no, I will not
participate.” Please just talk about benefit. Hhh

P7 & P8: Hhh
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P5: I agree with P2. It’s better if talk about benefit of participating, such as better
health services, then the old people will like it. Hhh

Only one group (V3) discussed the Security Warning Card, and it received positive feedback.
Participants commented that showing a written document fromthe government was a good
strategy to earn the respondents’ trust.

Several participants proposed messages that they would like to hear from a Census
interviewer. One participant [V1-P5] pointed out that the interviewer should explain at the
beginning of the conversation that the visit was because this household did not respond to
the census even after multiple mailings and reminders. Another participant [V5-P7]
commented that the interviewer should ask the respondent whether it is a good time to talk
before she moves any further beyond introducing herself. In addition, one participant
[V3-P11] strongly suggested that the interviewer should clarify that the census participation
is “free of charge.” Excerpt 13 describes why he felt so strongly about having this
clarification.

Excerpt 13. [V3 Lines 409-503]

P11: When | first came here to the U.S., some people came to my house, told us
that they were from the government, and they did something outside the
house. After that, they came back and asked us to pay. So, whatever 1 do for
the government, | need to know whether there will be any fee later or not. It
is very important to say clearly from the beginning that there will be no fee
that we need to pay by doing this for the government!

M: So it should say clearly that the respondent, for example in this case, you will
not have to pay any fee?

P11: Yes, because we had an experience before. When we just came here, some
people came over and said that they were from the government. They did
some cleaning outside, and then came back, asked my dad to pay. We just
got to the U.S., did not know anything, so whatever they asked, he gave,
thinking that it was required by the government. Later, when we asked
around, and it turned out that was a scam.

As we discussed in Section 5.2.1.2, participants were mainly dissatisfied with the
interviewer’s verbal messages being long and verbose. Participants, especially in Groups V2,
V4, and V5, discussed the ways to reduce doorstep time and enhance effectiveness. They
concurred that the interviewer should say only three to four core messages and leave the
rest of the messages to be tailored to the individual respondent’s concerns and reactions.
What constitutes the core doorstep messages varies across the groups engaged in this
issue. The following shows the participant’s suggestions for the order of core messages:

= For participantsin Group V4, messages other than the following four would be
unnecessary: (1) what is the census (“census occurs once every 10 years”), (2) legal
requirement (“everyone has to participate”), (3) confidentiality (“personal
information will not be disclosed”), and (4) benefits (“your community will receive
more benefits if you participate”).
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= Group V5 participants said that the doorstepinteraction should start in the following
order: (1) greeting and introducing the interviewer, (2) explaining the nonresponse
follow-up (NRFU) situation (“we have sent a brochure and the census form, but have
not received a response from this household”), and (3) asking for availability and
indicating time estimate (“do you have about 10 minutes to talk?”)

=  Group V2's suggestions include both the interaction order and key message order in
a shortened form: (1) greeting and introduction of the interviewer (“Hello, I am from
the U.S. census”); (2) purpose of visit (“I am here to know how many people live in
the house”); and (3) benefits (“The U.S. government needs to know that information
to distribute funds based on the number of people living in this area; if you
accurately report it, you and others in the community can get your fair share”).

Most participants across all six groups said that they would be willing to participatein the
census after watching the video. The message of the benefits was the most encouraging
factor. Participants were also encouraged by other messages, such as the importance of the
census, confidentiality, and the legal requirement. Some participants said that the
interviewer’s legitimacy proved by her Census ID Badge and the interviewer’s professional
and polite attitude had a positive influence on their willingness to participate.

Only six participants were unwilling to participate after watching the video. Three of them
[V4-P2, V4-P3, V6-P11] would defer the participation after gathering more information
about the census either by asking around or reading written material such as an information
brochure. Two participants [V3-P11, V4-P11] had previously met with people posing as
government employees asking for money or personal information. They said that they would
not participate without written material from the census about the ongoing survey or the
interviewer’s visit or firm assurance that the interviewer would not ask for any money for
participation. One participant [V5-P8] said he might hesitate to participate because he
feared the word “required.”

Reaction to Culture-Specific Features

Two culture-specific interactional features were included in the last scene of the Unaware
video: the respondent invited the interviewer to come into the house and then offered the
interviewer a drink of water. Participants in four groups (V1, V2, V5, V6) discussed whether
accepting the respondent’s hospitality is culturally appropriate or not. The reactions were
similar across all groups. Many participants felt that the invite would rarely happen because
“people would be scared to invite anyone inside” (V2 Line 620; V5 Lines 851-852) for safety
concerns. However, once invited, all participants in four groups engaged in this discussion
said that the interviewer must accept the offer because it is a polite thing to do. Excerpt 14
summarizes this reaction.

Excerpt 14. [V5 Lines 841-846]

P7: It’s fine to go inside. Like | said earlier, there is no problem at all, if ok, then
just invite [them in]. That is being polite! You can’t stand by the door to talk.
For Vietnamese people, if you agree, then you will invite the people into your
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house. If anything, come inside my house because it is easier to talk. You
cannot stand by the door. It is not good to stand by the door. Ah. If you
agree, then you will invite [them in] just like a guest visiting your home. If in
the scenario that you are OK, then you will invite inside and not let them
stand by the door.

In Group V6, the moderator followed up by asking whether a female interviewer should still
go in when the respondent is a male. Participants did not drastically change their opinions,
and one participant [V6-P4] said the interviewer should come in unless a specific reason
causes safety concerns.

Another culture-specific feature in this video is the interviewer taking off her shoes when
she enters the house. Not many participants noticed this scene, but one participant [V6-P5]
complimented this action as a “good behavior.” She thought that it will “make many
Vietnamese people like this interviewer” [V6 Lines 718—721].

5.2.2 Group Specific Findings: Monolingual vs. Bilingual Groups

We noticed two differences between the monolingual and bilingual groups. One difference
was observed in the discussion of the interviewer’s verbal behaviors (see Section 5.2.1.2).
Both monolingual and bilingual groups reacted positively to the interviewer’s thorough
explanations, clear voice, and polite and respectful manner. However, negative reactions to
the interviewer’s tone only came from all three monolingual groups (V1, V3, V4). They felt
the interviewer’s tone was sometimes not very friendly or too tough. One participant even
mentioned a “cong an” (communist police) of the Vietnamese communist regime to describe
how he felt about the interviewer’s tone.

Another difference was observedin the discussion of gaining Vietnamese monolingual
speakers cooperation, especially of elderly people who are likely to stay home during the
day (see also Section 5.2.1.2). Although all three bilingual groups (V2, V5, V6) were
actively engaged in the discussion and made suggestions, only one monolingual group (V4)
expressed their concern on this matter.

5.3 Fear/Mistrust of Government

The Fear/Mistrust of government video depicts an interaction between a Vietnamese-
speaking Census interviewer and a Viethnamese-speaking respondent who is aware of the
ongoing census but is not willing to participate because of fear or mistrust of the
government.

This section summarizes how the participants in the Vietnamese-language focus groups
perceived and reacted to the interviewer’s verbal and nonverbal behaviors, key census
messages, and culture-specific featuresin the interaction. After describing findings common
to both monolingual and bilingual participants, we will take a closer look to see whether
there are differences in reaction between the monolingual and bilingual groups.
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5.3.1 Summary of Findings

Reaction to Nonverbal Behavior and Appearance

Participants across the groups were engaged in the discussion of this video because they
thought it depicts typical Vietnamese immigrants’ reactions—being wary of strangers or
people who claim to be government employees. This was also previously mentioned in the
discussion of the Unaware video. Participants saw signs of fear on the respondent’s face in
the video and offered ideas to relieve the fear from the respondent’s point of view.

Overall, participants reacted positively to the interviewer’s nonverbal behavior and
appearance in this context. Participants in the six groups concurred that wearing a suit (a
navy suit with white dress shirt), presenting an official Census ID Badge, and carrying a bag
with a large Census Bureau logo made the interviewer look like a credible government
employee and was therefore appropriate. Some participants (V4, V5, V6) complimented the
interviewer stepping aside after ringing the bell and keeping her distance during the
interaction. These participants found it considerate because it would make the respondent
feelmore comfortable. Several participants (V1, V2, V5, V6) also felt that the interviewer’s
warm smile and friendly and courteous attitude playeda role in progressing the
conversation. Excerpt 15 summarizes this reaction.

Excerpt 15. [V1 Lines 909-921]

P9: I think most Vietnamese are doubtful. They are very doubtful, so if you can
create a friendly atmosphere, it will be very easy to interview them. Most of
the time, when someone is knocking at the door, they are very skeptical.
They’re peeking outside checking out who it is.

M: Did this interviewer achieve that? Was she able to break the doubt?
P9: She was very polite and spoke very clearly. She created a friendly
atmosphere.

The only negative reaction to the interviewer’s nonverbal behaviors came from the way she
shows her Census ID Badge. In the video, the interviewer holds up the badge while waiting
for the door to be opened so a person behind the door can see the badge from inside. While
holding the badge at the shoulder level, the interviewer brings it closer to the respondent’s
eye level when introducing herself so the respondent can see it better. Some participants in
Groups V4 and V6 found it intimidating and said it made themthink of an FBI agent [V4-P3]
or a canh sat (cop) [V6-P9]. Another participant [V6-P5] pointed out that the interviewer
holds the badge too high, covering her face. This would intensify a respondent’s suspicion
because the respondent cannot see the interviewer’s face, nor can he match the facein the
photo ID to the person who stands in front of him to verify that the badge is not fake.
Excerpt 16 illustrates Group V6’s discussion on how to show the Census ID Badge.



Multilingual Research for Interviewer Doorstep Messages

Excerpt 16. [V6 Lines 909-921]

P5:

p2:

P5:

However, the interviewer shows her ID too high, it covers her face. That’s
not good, because if the owner looks through the small window at the door,
they might not see her face, so they might not open the door. Also, the way
she shows her ID is very aggressive, like a cop, hhh, people might feel
scared. She should show her ID at a very gentle, slow motion, and at a low
position [P5 pretending to show the ID at her chest level].

[Disagreeing with P5] | think the interviewer had to show her ID so high,
because the owner stood several steps higher than her. If she showed her ID

that low, he would not be able to read it.

I think the interviewer can find a position to show her ID lower, not covering
her face and the man still can read it, for example, bending her ID up for him
to see.

Participants across the groups proposed some ideas for better nonverbal behaviors and
appearance that would relieve respondents’ fear and engage themin the conversation:

Census ID Badge: Participants suggested that the interviewer should (1) show the ID
after introducing herself with greetings [V4-P3]; (2) hold it up in a gentle, slow
motion and hold it at the chest or shoulder level so the badge does not cover her
face [V6-P5]; and (3) be willing to let the respondent inspect the badge to verify its
authenticity [V1-P6]. Participants also preferred a bigger ID so the interviewer’s face
and name and the Census Bureau logo are visible from a distance [V2-P2]

Attire: Wearing business attire (e.g., a suit with a dress shirt) or a uniform with a big
Census Bureau logo will work well to gain the trust of Vietnamese-speaking
respondents

Schedule an appointment or send an advance notice: Several participants (V1, V3,
V4) suggested that knowing about the visit ahead of time will help the respondents
trust the interviewer when she comes.

Paired interviewers: Two participants [V5-P2, V5-P7] suggested sending two
interviewers (two women or a male-female pair) because it will make the respondent
feel safer.

Reaction to the Interviewer’s Verbal Behavior

Participants still showed overall positive reactions to the interviewer’s tone, especially her
proper use of Vietnamese honorific markers such as da or thwa to show respect (V1, V2,
V3), thorough explanations to address the respondent’s concern (V1, V3, V4), and patience
(V4). At the same time, some participants in Group V4 found the explanations toolong.

Several participantsin Groups V3 and V5 showed a strong aversion to a Vietnamese phrase
dém sd nguoi (counting people). They were afraid of the word dém (counting) because it
sounded “communist.” Excerpts 17 and 18 illustrate this reaction.
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Excerpt 17. [V3 Lines 651-665]

P4: bém sé ngwori (counting people) does not sound right tomy ear.

M: So how do you suggest tochange it?

P4: S6 ngwoi cr ngu (number of people living) or ¢cé bao nhiéu ngwoi cw ngu (how
many people live here). It sounds better. Idon‘t like the word dém
(count).

P7: Dém s6 ngwei (count people) sound so communist! | am afraid of the

communists. Hhh

P4: S6 ngwoi cw ngu tai (number of people living at)

M: [Looking at P7] So, how do you think?

P7: Hhh. I am with P4, agreed with her. | feel afraid when hearing the word dém
(counting)

Excerpt 18. [V5 Lines 1106—1108]

P7: However, you should not use the word dém ngwei (count people), because
she came and asked to count people. You should not do that! Like that young
lady said, the man thought of something else, and he asked back about

counting people. So, you should not use dém sé ngwdi (count people).

Words like dém (counting) or d&m s0 nguoi (counting people) can trigger a negative
reaction in Viethamese-language respondents. According to RT I's Vietnamese-language
expert team, it might be rooted in experiences fromVietnam, especially among those who
lived through the post-war reconstruction period (1975-1985). After the ViethamWar, the
communist government used counting people in each household as a tool of control.
Counting people at each household was done weekly, monthly, or quarterly throughout the
decade. Any discrepancy in numbers from the prior counting would result in harsh
punishment. Participants’ aversion is most likely a remnant of that period. We find the
suggestion of avoiding the word dém (counting) and paraphrasing it to “how many people
live...” is supported by the findings and may increase participation.

Reaction to Key Messages

Among the key census messages presented in the Fear/Mistrust of government video, the
following four messages received positive reactions: (1) benefits of the census datafor the
Vietnamese community (all six groups); (2) assurance of confidentiality (V2, V5, V6);

(3) participation as a legal duty (V2, V6); and (4) no sensitive question will be asked (V5).
It is worth noting that the message of confidentiality assurance, which did not get much
attention in the discussion of the Unaware video, is considered important in the context of
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the Fear/Mistrust of government mindset. Positive reaction to the benefits message was
persistent, as was the mixed reaction to the legal duty message.

Several participantsin Groups V2, V5, and V6 agreed that the interviewer reassuring that
“personal information will not be disclosed” was necessary to address the respondent’s fear.
They felt it was even more effective when combined with the interviewer saying, “no
sensitive questions will be asked.” However, some participants felt that these verbal
messages should be supported by a written document, because it cannot be guaranteed
without a paper. Excerpt 19 illustrates this reaction.

Excerpt 19. [V5 Lines 1027—1030]

P2: Yes, I don’t understand why the other person answered the information but
this young lady verbally guaranteed to keep it confidential and has no
document saying that you will guarantee keeping the answers confidential. |
suggest preparing a document with a signature guaranteeing to keep the
answers confidential. Then, people will be more likely answer the questions.

This reaction raised a question about when to present the Security Warning Card. In the
video, the Security Warning Card was presented after the interviewer explained about
confidentiality, benefits, and the legal responsibility to emphasize that everyone must
participate. Some participants thought that it would be better to show the card with verbal
assurance of confidentiality, because that could be the most important issue for fearful
respondents. However, participants did not concur on this matter. Although some
participants wanted to have the written assurance of confidentiality at the beginning, some
participants felt handing out the written document at the end is a good way of “giving the
respondents some security and locking themin,” as one participant [V1-P1] commented (V1
Lines 830-831).

Another way that participants suggested to encourage participation for a respondent with
fear or mistrust was emphasizing the benefits with more examples to which the respondent
canrelate. The message of benefits was still favored by participants of all six groups. They
especially liked the examples mentioned in the video, such as increasing English classes or
having more Vietnamese interpreters in hospitals and courts. Some participants in Group V5
suggested adding “Medicare” [V5-P3] or social welfare benefit such as “Supplemental
Security Income” [V5-P4] because these services affect many Vietnamese immigrants’
quality of life. Participantsin Groups V1, V2, and V6 suggested that the interviewer should
mention the benefits at the beginning of the conversation, not at the end, because it is
more attractive and encouraging.

Several participants felt that the interviewer mentioning the benefits first and then the legal
requirement in the video was a good decision. This will give the respondent a chanceto
make a voluntary decision to participate first. If the respondent still hesitates, then the legal
duty message can be used as the last “push to doit,” as one participant [V6-P3] put it (V6,
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Lines 838—839). One participant [V2-P1] commented that speaking about the benefits and
then the mandatory nature would make the respondent feel that “this [participation] is the
responsibility of a citizen, and | am fully aware of the benefits | am entitled to” (V2, Lines
649-650).

Participants commented on two messages that the interviewer should have said to reassure
the respondent: (1) explanation of the interviewer visit as nonresponse follow-up (NRFU)
operation and (2) an assurance of no negative consequence as a result of the participation.
In the discussion of the Unaware video, only Group V1 participants suggested that the
interviewer should explain at the beginning that she comes to visit because the household
has not responded to the census. In the current discussion, participants fromthree groups
(V2, V3, V6) made a similar suggestion. They commented that stating why the respondent
is receiving a visit clearly before she started the conversation will alleviate the respondent’s
fear and suspicion.

Another suggestion from Groups V1 and V3 is that the interviewer should clarify that
participating in the census would not affect any benefits that the respondent might currently
receive fromthe government. Participants who raised this issue thought that this additional
assurance would relieve concerns of giving information to the government.

Excerpt 20. [V3 Lines 743-756]

P11: Another thing is that I think the respondent will be afraid that if they provide
their information, whether it will affect the benefits that they receive fromthe
government? The interviewer should assure the respondent from the
beginning that his response will not affect his benefits, such as food stamps,
Medicare, etc. The interviewer only assured the man that all the information
will be kept confidential, but she did not mention that it will not affect their
benefits from the government. It’s important to tell the respondent that too,
otherwise, they will feel hesitant to participate, because they did not know if
it will affect to their benefits or not!

Several participants commented that this would be a good approach if the respondent
expresses any concern about anything bad happening by participating in the census,
especially losing benefits he/she might be currently receiving from the government. This
concern was brought up again in the overall discussion of potential discouragement of
participation, indicating that a verbal assurance of no negative consequences of
participating in the census is important to address this specific type of fear.

In addition, one participant [V4-P3] suggested that the interviewer should state her name
first and then the affiliation (e.g., “My name is Ngoc. | am from the Census Bureau.”) to
create a friendly atmosphere. Several participants in the Group V4 agreed with her
suggestion. In the video, the interviewer states the Census Bureau first and then her name,
because in traditional Vietnamese culture, a group comes before an individual. The reaction
from Group V4 suggested the opposite of what we expected, which could be an indication
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that the greeting strategy should be further tailored to gain Vietnamese speakers’
cooperation. In other words, stating the Census Bureau first, the name of a government
agency, may make respondents, especially older respondents, feel afraid unless they know
the Census interviewer’s visit ahead of time and expecting him/her to come. Stating the
interviewer's name first could be a way to create a friendly atmosphere to help respondents,
especially older respondents, feel comfortable with the interaction.

Friendliness and being respectful are highly valued attributes in Vietnamese social
interactions (see Nguyen, 2002; Meyer et al., 2006).** Although this suggestion came from
only one group, we included it in our recommended introductory statement at the doorstep
becauseit illustrates the importance of creating a “friendly atmosphere,” which many
participants across all groups emphasized throughout the discussion (see Exhibit 5-3.2).

Most participants across all six groups said that they would be willing to participatein the
census after watching the video. Theinterviewer, or her clear and thorough explanations,
was the most encouraging factor to many of the willing participants. The rest of the
participants who were willing said they were persuaded by some of the messages, such as
the benefits, importance of census, participation as a legal duty, and confidentiality
assurance.

Seven participants across all six groups were not willing to participate. Five of these
participants identified with the respondent in the video, and thought a respondent who is
that timid and afraid would hardly participate regardless of what he was told. One
participant [V3-P3] commented that she might refuse unless the interviewer clearly explains
why she came to her house. Another participant [V4-P3] felt she would not complete the
census right away because she needs time to make sure whether this is something she
really needs to do and why. Excerpt 21 illustrates this reaction.

Excerpt 21. [V4 Lines 725-736]

P3: If that was me, | would read to see if the benefits are for me and then |
would cooperate. Usually they would have documentation to prove it. So, if
there is, you should read it so you can understand. Once you understand then
you can cooperate. But the problem hereis you have to be careful. Is this
information really true? So, we should like uh...”Théibdy gic chi dé déy di, dé
téi doc that ky hon?” (Why don’t you leave it here so | canread it over
carefully?) I have to read it carefully before I sign anything. People say, “But
sa ga chét” (Pen down, the chickendies) {Note: AVietnamese idiom meaning

once you sign something, it cannot be undone}. Once I've sighed something,
I’'m fully responsible for the content on that piece of paper. I'd say, “l agree

13 Exclusive use of first names in both formal and informal contexts exemplifies how friendliness and

politeness are practiced in Viethamese social interactions. Last names are rarely used even in formal
interaction. Courtesy and respect are combined with friendliness when a person calls someone’s first

name with appropriate pronouns: for example, anh Tom (Mr. Tom), cb6 Maria (Ms. Maria), or 6ng Paul
(Sir. Paul).
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to work with you but let me keep this, read it over and I will mail it. Or you
can come back another day and I will give it back to you. It’s not just me
reading it but my family, my husband will read it too for a better
understanding.”

This quote also exemplifies one of the reasons that make people hesitate to participate
during the interviewer’s first visit.

Reaction to Culture-Specific Features

The Vietnamese-speaking interviewer in the video uses verbal cues, such as addressing the
respondent as chu (uncle/sir) and honorific markers da or thwa to show respect to the
respondent. Most participants across the six groups liked the way the interviewer talked and
behaved in her interaction with someone older than she is. One participant [V6-P9]
commented that to be even more respectful, the interviewer should greet the respondent by
holding her hands together in front of her body, lightly nodding her head, and saying, “Da,
xinchao (hello with honorific da and xin),” instead of only saying, “Chao (hello).” Although
this reaction was from only one participant, the importance of paying respect should not be
overlooked because it is the cornerstone of interpersonal relationships in Vietnamese
culture. This suggestion is included in the recommendation about the interviewer’s verbal
and nonverbal behavior (see Exhibit 5-3.1).

5.3.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Some reactions were observed only in the monolingual groups. In the discussion of the
interviewer’s nonverbal behaviors (see Section 5.3.1.1), monolingual groups (V1, V3, V4)
suggested scheduling an appointment or sending an advance notice. The interviewer’s
thorough explanation was appreciated only by monolingual participants in the discussion of
Fear/Mistrust of government, although the same trait was complimented in both
monolingual groups (V1, V3) and bilingual groups (V2, V5) in the Unaware video discussion.
In addition, only monolingual participants (V1, V3) expressed wanting to hear a firm
assurance that no one will lose current benefits from the government because of
participation in the census. This issue was not raised in any of bilingual groups.

Reaction to the key messages of this video showed a distinctive difference between the
monolingual and the bilingual participants. Monolingual participants provided positive
comments almost exclusively on the benefits message. Although bilingual participants also
favored the benefits messages more than any other messages, they showed positive
reactions to other messages, such as the confidentiality assurance, participation in the
census as a legal responsibility, and the message that no sensitive question will be asked
(see Section 5.3.1.3). In other words, the bilingual participants’ positive reactions touched
on more-diverse topics that those of the monolingual participants, at least in the discussion
of this video.



Multilingual Research for Interviewer Doorstep Messages

5.4 Low Engagement

The Low engagement video depicts a Vietnamese-speaking Census interviewer and a
Vietnamese-speaking respondent who is aware of the ongoing census but is not willing to
participate because of disinterest or lack of motivation. In this section, we summarize how
the participantsin the Vietnamese-language focus groups perceived and reacted to the
interviewer’s verbal and nonverbal behaviors, key census messages, and any culture-
specific features in the interaction. After describing findings common to both monolingual
and bilingual participants, we will discuss whether reactions differ between the monolingual
and the bilingual groups.

5.4.1 Summary of Findings

Reaction to Nonverbal Behavior and Appearance

Participants’ reactions to the interviewer’s nonverbal behaviors and attitude in this video
were positive overall and similar to those of the previous two videos. Most participants
concurred that the interviewer worked hard to persuade this difficult respondent with
patience. One participant [V3-P3] complimented the interviewer by saying, “The interviewer
is excellent! She smiled, talked politely, clearly” (V3, Line 770). Comments like this remark
were commonly heard in all six groups, although a couple of participants in Group V3
wanted to see the interviewer smile more.

What was new in the discussion of nonverbal behavior and appearance in this video was
some participants’ dissatisfaction with having a Census ID Badge as the sole proof of
interviewer’s legitimacy. A couple of participants in Group V3 felt that an ID badge is not
enough to prove that the interviewer is a genuine government employee. They wanted to
see something equivalent to the red-seal letter. Excerpt 22 explains what these participants
meant by the red-seal letter.

Excerpt 22. [V3 Lines 794—-802]

P9: For example, in Vietnam, if a government official comes to a house, they will
bring an introduction letter with signature and the red government seal, so
the people will know and trust that person is a genuine government official. A
household member will avoid talking with a stranger knocking on doors to
avoid solicitations. A soliciting person also has an ID to show, so besides the
ID, does the interviewer has anything else to show that she is a genuine
government official, not a solicitor? Therefore, for Vietnamese people, from
the beginning, the interviewer should prove that she is a genuine government
official, besides just having an ID badge. In Vietnam, there will be a red seal
introduction letter from the government.

These participants understood that there will not be things like the red sealin the United
States. The point is that if the interviewer shows an official census document at the
doorstep, proving the interviewer’s legitimacy will be easier. A similar suggestion was made
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by Group V5 and V6 participants in the discussion of the Unaware video (see
Section 5.2.1.2).

Reaction to Verbal Behavior

Most participants reacted to the Low engagement video more positively than they did to the
previous videos. They especially liked that the interviewer’s explanations are simpler than
those in the other videos and that her tone was more enthusiastic.

Although many participants were impressed by the persistence of the interviewer when
persuading the reluctant respondent, some participantsin Group V2 found it annoying and
inflexible. Excerpt 23 illustrates this reaction.

Excerpt 23. [V2 Lines 905-916]

P10: Qud kién nhdn (Too patient). The respondent declined two, three times but
she {Note: interviewer} was still patient.

P3: [Smiled and nodded] She was still patient.

M: Do you like ...

P10: I don't like it.

M: Why don’t you like it?

P10: | said | was busy and | said it two, three times already but she kept going.

These participants commented that the interviewer should readily accommodate the
respondent’s schedule, such as leaving the formfor the respondent to fill out on her own
and arranging pick up or scheduling a second visit at the respondent’s convenience.

Reaction to Key Messages

As with the discussion of the previous two videos, the participants showed a clear patternin
their reaction to the key messages: favoring the benefits message and being scared to hear
that participation is “luat bat budc (required by law).” Another message that caught the
participants’ attention in the Low engagement video was interviewer’s saying, “Néu chi
khéng thé hoan thanh ban thong ké dan s6 hdm nay, thi sé cé nguwdi khic dén vao ngay khac.
(If you do not complete this questionnaire today, then someone else will come another
day),” at the end of the conversation. This message was designed by the Viethnamese-
language expert panel during adaptation as a replacement for interviewer asking for help
(“please help me do my job”). The intent of this adaptationwas to inform the respondent
that the Census interviewer’s visit is unavoidable until the formis completed.

Most participants across the groups reacted positively to the message, “If you do not
complete it today, someone else would come another day.” Many participants took it as
good way to emphasize the mandatory nature with “no pushing, no pleading, and no
begging,” as one participant [V2-P1] put it. Excerpt 24 describes this reaction.
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Excerpt 24 [V1 Lines 1199-1203]

P1: Tome, I think the sentence, “If you can’t do the interview today, someone else
will come back another day to do the interview,” has two meanings. It shows
that the interviewer had good intentions and also that when the respondents
heard that someone else willcome back, it makes them feel that this is
important and it must be done. Since someone else is going to come back
anyways then might as well get it done today.

Although most participants liked this message because it motivates to “get it done now,”
some participants reacted positively because they interpreted it as the interviewer giving a
choice of scheduling another visit. Although this interpretation is deviated fromthe intention
of the message, we think the positive reaction reflects the participants’ concern about
unannounced visits and whether there will be flexibility to schedule a visit if the interviewer
comes at an inconvenient time.

The Low engagement video was favored by many participants over other videos partly
because the interviewer “talked mostly about the benefits right from the beginning”
[V6-P2]. However, some participantsin Groups V4 and V5 commented that the explanation
of the benefits were verbose and sounded off target when the interviewer gave examples of
benefits for the elderly to a young respondent. One participant [V5-P8] suggested tailoring
the benefit explanation to the respondent, emphasizing improvement in medical services for
elderly respondents, school improvements for young parents, and job situations in general.

In Groups V4 and V6, several participants expressed concerns about the mandatory nature
of participation. They felt that “ludt bat budc (required by law)” was too intimidating and
scary and asked the focus group moderator what would happen if someone does not
participate. When the moderator evaded the question, more participants asked similar
questions, indicating that they were genuinely concerned and wanted to hear more official
information about this. The participants commented that (1) the interviewer should be
prepared to answer this question because it would be an immediate natural reactionfor
most people [V6-P9]and (2) it will be better if the census mailings specify what penalties
will be imposed if someone fails to participate.

In Group V4, one participant [V4-P4] commented that the interviewer should have
explained that she came because the household did not return the census questionnaire.
The suggestion of giving the explanation for the nonresponse follow-up [NRFU] was a
recurring theme across the videos. Including Group V4 in the discussion of Low engagement
video, the same suggestion came fromfive of the six Viethamese-language focus groups.

Almost all participants across the six groups said that they were willing to participate after
watching the video. Most of themfelt that they were well-informed by detailed, easy-to-
understand explanations fromthe interviewer. Some participants felt that they would rather
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do it now than have “another interviewer to come to complete the form.” Some participants
said that the interviewer’s patient and affable attitude influenced their decision.

Only two participants did not think they would participate. Both [V4-P5, V4-P10] said they
would not participate if they were busy or had no time to do it at the time of the visit.

Reaction to Culture-Specific Features

No specific cultural issues were discussed during the focus group discussion of this video.

5.4.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Findings did not differ much between the monolingual and the bilingual groups. In almost all
aspects, positive or negative comments fromthe bilingual groups were also made in the
monolingual groups.

5.5 Summary of Overall Reaction across the Four Videos

5.5.1 Most Encouraging Messages

Discussions across the four videos suggest that most key census messages were clearly
understood by the Vietnamese community. Except for a couple of expressions, such as bat
budc (required) and dém s6 ngudi (counting people), the messages are clear, are culturally
appropriate, and sound natural in Vietnamese. The participants did not have much difficulty
understanding the messages. The following messages were perceived as motivating or
effective:

= Benefits of the census datato local communities, especially to the Viethamese
community (all six groups)

* Mandatory nature of the census and legal requirement for census participation (V1,
V3, V4, V5)

= Importance of census participation and use of census data for funding allocation of
census (V2, V4, V5)

= Confidentiality assurance of protecting personal information and privacy (V2, V4)

= Indirect reminder of mandatory nature (i.e., “If you cannot do it today, someone else
will come back another day”) (V1, V2)

* Burden statement of short amount of time needed to complete the census form(i.e.,
“It takes only 10 minutes”) (V1)

There is an interesting pattern of message-driven motivation for Vietnamese-speaking
participants. Participants found the benefits to be the most encouraging message. The legal
requirement message is not in itself encouraging and rather intimidating, but it motivates or
forces themto participate. Some participants commented that the mandatory nature
message should be included, although many other participants suggested the interviewer
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should not mention it because it will only scare people. Otherwise, people would easily
refuse to participate.

The way these messages are delivered also plays a vital role. Some features shown in the
videos were mentioned as encouraging factors. These are the interviewer’s (1) thorough
explanations (V1, V2); (2) polite and respectful attitude with appropriate use of Vietnamese
honorifics (V1); and (3) presentation of a Census ID Badge as a sign of legitimacy (V3).

5.5.2 Most Common Concerns or Reasons to Refuse to Participate in the
Census

The focus group participants discussed the likely reasons that would deter Viethnamese
immigrants’ participation in the census. Five main concerns or reasons were mentioned by
the participants:

= Lackof knowledge of the census, especially about its benefits and importance (V1,
V2, V3, V6)

= Not wanting to disclose any personal or family information (V1, V4, V5, V6)

* Being afraid their personal information may be leaked or misused for crimes such as
identity theft or even robbery (V3, V5, V6)

= Fear of losing their current benefits (e.qg., health, insurance, immigration) when they
provide their personal information to the interviewer (V3, V4, V5)

= Timing of the visit—too busy, being absent at the time of census (V1, V2, V6)
* Low engagement—indifference to the community in general (V1)
= Fearor mistrust of the government or something required by law (V6)

= Not trusting the interviewer at the doorstep who came without a prior notice or
appointment (V1)

= Language barrier (V2)

Participants in some groups mentioned two types of people who are not willing to participate
in census: (1) those who are undocumented or whose immigration statusis not secured
(V1, V3, V4) and (2) those who committed a crime (V4).

The Vietnamese-speaking focus group participants did not reach a consensus on the biggest
hindrance for Vietnamese immigrants’ participation in the census. The lack of knowledge,
especially about the importance and benefits of the census, was mentioned most frequently.
Concerns related to information security, including not wanting to share personal
information, fear of a confidentiality breach, and fear of losing current benefits, were also
mentioned as major hindrances.

Participants suggested that providing written documents is as important as interacting with
the interviewer to build trust between the interviewer and the respondent. They wanted to
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see a document with information about the census, its benefits, and confidentiality
assurance. Theinterviewer’s appearance is also important. Wearing clothes that represent
the government (e.g., uniform, business formal attire) and a photo ID that is large enough
to recognize a person’s name and face froma distance will help overcome the concerns of
Vietnamese-speaking respondents.

Additional insights about shift in perception and reaction to census messages over time can
be viewed in Appendix I.

5.6 Recommendations

Findings from the Vietnamese-language focus group discussions show that several common
themes emerged regarding what messages worked and what was deemed appropriate
behavior in each situation. Based on these findings, we have two sets of recommendations:
the first set is on the language barrier situation and the second set is on three other
mindsets. The language barrier situation is different from the other three; therefore, it is
treated as a separate itemin the recommendations.

5.6.1 Recommendations for the Language Barrier Situation

Interviewer Behavior and Appearance

The interviewer’s attire was identified as one of the crucial factors for the interviewer to win
trust from a non-English-speaking respondent at the doorstep. If the interviewer’s attire
shows the interviewer’s affiliation, it will be more likely to ease the respondent’s fear of
opening the door to a stranger, as the fearmostly comes from safety concerns about the
legitimacy of the Census interviewer. Therefore, we recommend designing a vest or a t-shirt
with the Census Bureau logo on it. The logo should be large enough to see and prominently
placed on the t-shirt.

There are two behavioral recommendations for the English-speaking interviewer. First, when
the interviewer recognizes that the respondent does not speak English, we recommend the
interviewer speak slowly and clearly articulate each word. Second, when the interviewer
goes over the Language ID Card with a respondent, the interviewer should let the
respondent scan each page without rushing or hurrying. The interviewer should maintain a
warm and gentle attitude to help respondents feel comfortable with the language barrier
encounter.

Language ID Card

The current placement of the Vietnamese language has a potential usability issue.
Vietnamese is the 52nd language out of 53 listed in the Language ID Card, so it appears
almost at the bottomof page 6, the back cover of this material. It may take a long time to
find Vietnamese, or some people may give up on finding the language if the personis
impatient. In addition, focus group participants pointed out that the current placement of
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language name labels on the right margin makes it more difficult to find the language
because it does not follow the conventional left-to-right text orientation. Lastly, the current
black-and-white design makes the card look less authentic, which can be photocopied by
anyone. We recommend changing the design of the Language ID Card in the following
ways:
= Add acover page with the list of all languages and their number (see Exhibit 5-1).
In order to implement this change, we suggest further testing on our redesign

recommendation of the cover page (as visually presented in Exhibit 5 1) to know
whether the change would provide better usability across languages.

= Place the language name labels in the left margin of the paper (see Exhibit 5-2)

= Increase to 14-size font in the in-language text box. If possible, we recommend
adding color.

For any of the above recommended changes, more research and usability testing needs to
be done to improve the design and format of the Language ID Card.

There is a potential feasibility issue when the Language ID Card is used alone to obtain
telephone numbers from Vietnamese-speaking respondents. We recommend adding an
information sheet or brochure. Many Vietnamese-language focus group participants wanted
to have more information before they give their personal information. We believe a
multilingual brochure was designed to serve an informational purpose in mailings. We
recommend the Census Bureau consider handing out the multilingual brochure at the
doorstep if the interviewer encounters a non-English-speaking household.
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Exhibit 5-1.

DD-3309 (1-19-2016

United States

Census

L ——— L]

Suggested Language ID Card Cover Page Mock-up

U.S. DEFPARTMENT OF COMMERCE
Economics and Statistics Administration
U.S. CENSUS BUREAU

LANGUAGE IDENTIFICATION CARD

01. English 02. Espafiol/Spanish

03. Shqip/Albanian |)4. A*IC5/Amharic

05. 4 all/Arabic

06. hwykpki/Armen

08. Buarapcku/Bulgar

07. IR#VBengali

09. U%meurmcse 10. T IRig (iR F)
|fCantoncse-Simpliﬁed

11, BEHEE (%84) 12. fg/Cambodian
/Cantonese-Tradition:

13. Hrvatski/Croatia 14. Cedtina/Czech

15. & _*/Dari 16. Thuonjin/Dinka

17. Nederlands/Dutc 18, ~_\%/Farsi

19. Francais/French | 20. Deutsch/German

21. EMnvik@/Greek 22. Kreyol ayisyen/
| Haitian Creole

24. &8/ Hindi

23. may/Hebrew

25. Hmoob/Hmong 26, Magyar/Hungaria

27. llocano/Ilocano |28. Italiano/Italian

29, [1A B/ Japanes 30. 5 ©]/Korean

31. WA /Lactian | 39 1 jetuviy/Lithuania

33.0elWIgo / |34, EiEIE (FEATF)35. &ilaE (S ) 36. Diné Bizaad/Navajo
Malayalam Mandarin-Simpli{ = Mandarin-Traditi
37. S9Tell/Nepali | 38. Ur=il/Panjabi  [39. Polski/Polish | 40. Portugués /Portug

41. Romana/Roman 42. Pycckuit/Russian

43. Cpncku/Serbian | 44, Soomaali/Somali

45. Kiswahili/Swah46. Tagalog/Tagalog

47. ln8)/Thai 48. TICT/ Tigrinya

49. Turkge/Turkish 50, Vkpainceka/Ukrai

52. Tiéng Viét /
Vietnamese

51. s,YUrdu

53. v TIN/Yiddish
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Exhibit 5-2. Suggested First Page after Cover Page with Language Labels in the
Left Margin of Page

| Hells, I'm from the LS. Census Bureau, 15 someone here now who speaks English and
| can help us? 1M not, please give mue your phons umber and someons may contact you in

(1. English English.

Buenos dias (Bucnas tardes ), soy de & Oficina del Censo de los Estados Unides. (5
encueir alguien goe able nglés v pueda ayudarnos? 51 no, por favor. digeme su

2, Espafiol'Spanish - - :
nE = nimiero de tebéfono; es posible gue alguien se comunigue con usted en espaiiol,

Pirshéndetje, und jam nga Zyra ¢ Repjistrimit ¢ Popullsist sé SHBA-s8, A ndodhet
dikush tani kétu g flet onglisht dhe mund & na ndibmoje? Nése jo, ju lutem mé jepni

D3-S A nimmarin tuaj 12 telefonit dhe ka mundisi g2 t'ju kontaktojé dikush ng shqip.

M5 EATANE PRO-AAPT hhmheh Sl $md- (LE Toes A48 P Wi

04, NS Amhmric PYLEIC (0 Ao BTG T hiet ! WP thah TP 20mYs ATCT
POLATRCE Q- ERmAAF

Al A Suladyl daady Ceadud Y1 LA dagy JA S el slaal Qdfa S Ul la e
05, dw Al Arabic R ol dal wSy Jealy Lag g pSiils o8 o dller ) sla il caa gy Y RS 1) TGS L
A At

Faph Jhg: Gu UL~ Uopouabosdof qpooabigeal) feg B I.Iprunip g Wl wpnaby
i, huspbphiv'Armenian my Junonud b wlbelipbb b Yupnn EJdkg eqhb); Gpb o, elopood 5wk 26p
hkmuprnowbnimpn b i npdblpp Dby bl ooy die i Buongbp Gl

W, Wi ¥ 09 W SEE (e g afE @ e soe oo o8 s B

07, THATBengali TSl TIE TS ST WSS N NS OweE uft w umes, memy s ST CETTHR (S
= =I5 (Fh TTE AR EOEE AR (AT S|

Paspemiere ga Bn ce npeacmas, a3 oM Giyss e Ha Fopom oo 0ped poapaie B HaceneHuemo By
08, Brarapexi/Bulparion CALLL Hwa ni n pe0senma HEKDE TYE, KORTD MOBopH BHImAEc ks 18 G0 8000 04 HH 0M0THET AKs
HEML, MORA, Baime oo TenofoHeE HoME P, 3 53 MKE HEKOE 0T HELETE COSHTENH 58 66 CRRHHE
c Rac wa fuanrancks ews
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5.6.2 Recommendations for the Unaware, Fear/Mistrust of Government,
and Low Engagement Mindsets

For all three mindsets of Unaware, Fear/Mistrust of government, and Low engagement, we
propose the following:

1. One standard description that includes culturally appropriate nonverbal behavior and
appearance, such as ringing the door bell and maintaining appropriate eye contact.

2. One standard opening statement that includes all crucial messages expressedin a
culturally appropriate manner.

3. Additional messages that might be most useful to address different types of mindsets
or concerns. These messages should be tailored to reflect each respondent’s interest
based on the respondent’s reactions and characteristics.

4. No set order of the messages; however, the explanation of NRFU visit and time
burden (10 minutes to complete the census form) should be communicated earlier,
as it is a concern shared by most people.

Exhibit 5-3is a summary of these recommendations.
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Exhibit 5-3. Summary of Viethnamese-Language Recommendations for the
Mindsets of Unaware, Fear/Mistrust of Government, and Low
Engagement
1. Interviewer’s nonverbal behavior and appearance
Appearance In addition to what is described in the current video scripts, include the
following:

Verbal and .
nonverbal behavior .
(culture specific)

Wear a vest or a t-shirt with the Census Bureau logo on it.

Maintain a neat physical appearance (no excessive jewelry or outrageous
haircut, makeup, or facial hair; tie hair back if it is very long for tidiness).
Be friendly, affable, and patient.

After ringing the doorbell, keep a distance from the door and step aside.

Do not hold the ID badge while waiting. Present the ID at the introduction
stage. When showing the ID, do so in a gentle motion.

Hold the ID badge at least 10 seconds at the shoulder level. ID badge
should not cover interviewer’s face when holding it up.

Make eye contact but do not fix your gaze as if you were staring.
Be mindful of maintaining proper speed and tone when speaking.
Maintain friendly and respectful attitude at all times.

Use age-gender appropriate addressing terms such as anh/chd/chi/co, as
shown in the table below.

Female Respondent

Younger About the same Older Much older
age
IWR em chi c6/bac ba (ma'am)
(young (miss) (Ms./Mrs.)
lady)
Male Respondent
Younger About the same Older Much older
age
IWR em anh (Mr.) chui/bac ong (sir)
(young (Mr./sir)
man)

Use respectful words such as da, thua, xin1* whenever appropriate.

If a respondent is older than the interviewer, greet the person by holding
both hands together in front of the body, with a slight bow.

If the respondentinvites the interviewer to enter the house, enter only
after trust is established and only if the interviewer feels comfortable and
safe.

If the respondent offers food or drink, it is expected to be accepted to be
polite. However, if you do not feel comfortable entering the house, politely
reject the offer by saying, “Da cdm on dwoc roi anh/chi/chi/cd (Thank you
ma’am/sir, but 1 am fine).”

Take off shoes when entering the house.

(continued)

14 The Vietnamese words “da”, “thua”, and “xin” do not have specific meanings, but are used as
honorific markers in front of person-pronouns or at the beginning of sentences to show respect when
speaking to someone older.
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Exhibit 5-3.

Summary of Viethamese-Language Recommendations for the

Mindsets of Unaware, Fear/Mistrust of Government, and Low

Engagement (continued)
2.

Standard Opening Statement (for all three mindsets)

After the respondent answers the doorbell, the interviewer states the following in all situations:

Vietnamese

English

= GREETING

(When respondent says “Who is it?” behind the
door)

Hello, da xin héicé ai & nhakhéng?

(When the door open)

(Daxin) Chao anh/chi/cé/chi/ba/ong!

* IDENTIFICATION

Em tén |a [FIRST NAME]. Em lamviéccho CucThdng
Ké& Dan S6 Hoa Ky.Daylathé D cia em.

[Show ID for 10 seconds]

= EXPLANATION OF NRFU

Cuc Thdng K& Dan S6 dd motvai langlki thuw dén dia chi
nha nay hwéng din dién ban thongké dan sénhung
khéngthay ai hoiam.

= PURPOSE OF VISIT/ BURDEN
Em dén day d€ giup dién ban théngké cho dia chi
[ADDRESS] nay.

Chitdn khoang 10 phutthéi.

= ADDRESS CONFIRMATION
Da, c6 phai anh/chi/c6/chi dang cw ngu tai dia chinay khéng?

= |IMPORTANCE OF CENSUS/BENEFITS

Su tham gia cGa anh/chi/cé/chu rdt quan trongvi chinh pha
can biét chinh xac s& ngudi cu ngu tai khu vire/cdéng ddng nay
dé ho cé thé xadc dinh cdc nhu cau vé cosdha tangva dichvu
cho nguwdi dan cua khu vuec.

Cho nén, né€u moi ngudi trong cdng ddng tham gia thi cong
doéng s& nhan dugc phan ngan quy twong xirng véi mat dé dan
s8 clia cdng dong. Diéu nay cé lgi cho anh/chi/cd/chu, hang
xém va cho ca cong déng clia minh. Cang cé nhiéu ngudi tham
gia thi chinh ph(1s& cé théngtin chinh xdc va cong dong s& cang
nhan duoc nhirng loiich phu hop.

* CENSUS APPLIES TO EVERYONE/CIVIC DUTY
Tat cd moi ngudi sinh sngtai Hoa ky déu phai tham gia Théng
ké dan sd. Pidu nay khdngcd ngoai l1&. Néu anh/chi/cd/chu cv
ngu tai Hoa Ky, thi anh/chi/c6/chid phaitham giavao cuéc
Théng Ké Dan S6. DAy 1a viéc thi hanh trach nhiém cia mot
ngudi danva clingla trach nhiém phap ly theo Tiéu D& 13 cla
BO Luat Hoa Ky.

* GREETING

(When respondent says “Who is it?” behind the
door)

Hello, anyone home?

(When the door open)

Hello, ma’am/sir!

= IDENTIFICATION

My name is [FIRST NAME]. | am working for the
U.S. Census Bureau. This is my ID badge.

[Show ID for 10 seconds]

* EXPLANATION OF NRFU

The Census Bureau has mailed information
regarding the census survey several times to this
household, but we have not received any
responses.

* PURPOSE OF VISIT/ BURDEN

I am here to help with filling out the census form
for this address [ADDRESS].

This will only take 10 minutes.

= ADDRESS CONFIRMATION
Are you residing at this address, Ma’am/Sir?

* IMPORTANCE OF CENSUS/BENEFITS

Your participation is very important because the
government needs to know the exact number of
people living in this area/community, so they can
determine the needs for infrastructure and
services for the people in the area.

If everyone in the community participates, the
community will receive the fair share of funding
per its population. This benefits you, your
neighbors, and the entire community. More
participation will give the government accurate

information, and the community will receive the
benefits it deserves.

= CENSUS APPLIES TO EVERYONE/CIVIC DUTY

Everyone who lives in the United States has to
participate in the census. There is no exception.
If you reside in the U.S., this is a civic duty and
also a legal responsibility, according to Title 13 of
the United States Code.

(continued)
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Exhibit 5-3.

Summary of Viethamese-Language Recommendations for the

Mindsets of Unaware, Fear/Mistrust of Government, and Low

Engagement (continued)
2.

Standard Opening Statement (for all three mindsets) (continued)

After the respondent answers the doorbell, the interviewer states the following in all situations:

Vietnamese

English

CONFIDENTIALITY

CONFIDENTIALITY

BO ludt nay cling bao vé quyén riéngtu va bdo dam céccautra This law also protects your privacy and

|&i cia anh/chi/c6/chi sé khéng bi tiét 10. DAy 13 to théngtin
cé thém chi tiét vé luat nay.
[Show the Security Warning Card]

BURDEN (EASY, QUICK, HELP)/FUTURE VISIT
Céc cau hoitrongbdn Thdng Ké Dan S6 rat dé va chican 10
phat 13 anh/chi/c/chi cé thé tra |6i xong. [Em] dén day 1a dé
gitp anh/chi/cé/chu. Chingta cé thé dién ngay tai day. Khéng
can phaivaonha.

Néu anh/chi/cé/chi khéng hoan thanh badn Théng Ké Dan S6
nay hém nay thi mét nhan vién khac sé trélai ddy vao mét
ngay khac.

guarantees that all answers will not be revealed.
This is an information sheet that has more details
about this law.

[Show the Security Warning Card]

BURDEN (EASY, QUICK, HELP)/FUTURE VISIT

The questions in this census form are easy, and it
only takes 10 minutes for you to answer them all.
I am here to help you. We can complete it right
here. There is no need to enter the house.

If you don’t complete this census form today,
then another employee will come back here again
on another day.

3.
Mindsets

Additional Messages That Might Be Most Useful to Address Different Concerns or

If the respondent shows unawareness of the U.S. census, fear or mistrust of the government, or low
engagementin civic duties, the interviewer can use the following messages after the opening

statement to address each type of concerns:

Vietnamese

English

WHAT IS THE CENSUS

C& mdi mudi ndm mot 1an, chinh phl Hoa Ky ti€n hanh mot
cudc thdngké dan s8 dé biét chinh xac s6 ngwdi hién dang
sinh séngtai Hoa Ky. <<MIGHT BE MOST USEFUL
FOR UNAWARE=>>

IMPORTANCE OF THE CENSUS
Biét rd vé dan sé hodc s ngudi dangsinh séngtai Hoa Ky la
mot thdng tin rat quan trong cho chinh phl vi ho dung nhitrng
théngtin nay dé 1ap Ién nhitng dv an va dé ra nhirng chinh
sach cho cac chwongtrinh va dich vu thich hgp cho tirng cong
dong.

<<MIGHT BE MOST USEFUL FOR UNAWARE>>

WHAT IS THE CENSUS

Every 10 years the U.S. government conducts a
census to know the exact number of people
currently living in the United States.

<<MIGHT BE MOST USEFUL FOR UNAWARE>>

IMPORTANCE OF THE CENSUS

Clear understanding of the population or the
number of people currently living in the United
States is a very important piece of information for
the government, because they use this information
to plan and lay out policies on programs and
services appropriate for each community.

<<MIGHT BE MOST USEFUL FOR UNAWARE>>
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Exhibit 5-3. Summary of Vietnamese-Language Recommendations for the
Mindsets of Unaware, Fear/Mistrust of Government, and Low
Engagement (continued)

3. Additional Messages That Might Be Most Useful to Address Different Concerns or
Mindsets (continued)
Viethamese English
= SIMPLE CENSUS QUESTIONS AND NO * SIMPLE CENSUS QUESTIONS AND NO SENSITIVE
SENSITIVE QUESTIONS WILL BE ASKED QUESTIONS WILL BE ASKED

Caccau hoitrong Thong Ké Dan S6 rat don gian. Chingtéichi The questions in the census form are very simple.

can biét s6 ngudi dangs6ngtai day va motvaithéngtince  We only need to know the number of people living
ban vé ho, nhu tudi va phai tinh. here and some basic information about them, such
Chung tdi khédng héi vé nhirng théngtin cd nhan nhu s6 An as age and gender.

Sinh X3 Hoi hay tinh trang di tréi ctia bat cr ai. Dieu ma khién  We do not ask about personal information like

nhiéu ngudilo ngai va quan tam. social security number or immigration status,
<<MIGHT BE MOST USEFUL FOR something that many people are worried and
FEAR/MISTRUST AND UNAWARE>> concerned about.

<<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST
AND UNAWARE>>

= OVERALL BENEFITS OF CENSUS DATA = OVERALL BENEFITS OF CENSUS DATA

Qua cac théngtin thu thap tir théng ké dan s, chinh phd Hoa Using information collected from the census, the
Ky s& ndm duwoc nhu ciu thiét y&u cta cw dan &cackhuvee, U.S. government will understand the necessary

va qua dé gitp caithién diéu kién va mai trwongséngcho needs of the people at each area, and as a result,
ngudi dan tai cac cong dong. help to improve living conditions for the people in
Né&u anh/chi/c6/chd khéng tham gia théngké dan s thi chinh the community.

ph s& khong cé cac thong tin vé nhu ciu clia nguwdi dan & If you do not participate in the census, the

tirng khu vuc, va néu nhu vay, ho sé khongthé phanbé ngan government will not have information about the
quy thich ddngcho nhitng noi d6. <<MIGHT BE MOST needs of the people at each area, and therefore,

USEFUL FOR LOW ENGAGEMENT AND cannot allocate appropriate funds for that area.

UNAWARE> <<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT AND UNAWARE>

= TAILORED BENEFITS (ELDERLY CITIZEN) = TAILORED BENEFITS (ELDERLY CITIZEN)

NéEu Théng Ké Dan S6 cho thay cd nhiéu ngudi cao niéndang  If the census shows that many seniors are currently
séngtrong cdng ddng thi chinh phd cé thé phan bé ngdn qui  living in the community, the government could
vao cacdich vu phuc vu ngudi cao nién nhu Medicare, nha allocate funds for services for the elderly like

dudng 130, bénhvién, phuongtién giao théng cong cong. Medicare, nursing homes, hospitals, and public

<<MIGHT BE MOST USEFUL FOR UNAWARE/LOW transportation.

ENGAGEMENT>> <<MIGHT BE MOST USEFUL FOR UNAWARE/LOW
ENGAGEMENT>>

= TAILORED BENEFITS (YOUNG PARENTS) = TAILORED BENEFITS (YOUNG PARENTS)

Né&u két qua Théng K& Dan S6 cho thdy khuvycnaycd nhiéu  If the results of the census show that many youth
thanh thi€u nién va tré em thi chinh phli c6 thé phan b8 ngan and children are living in this area, the government
quy dé tro giup cong dong bang cach xdy dung hodc caithién could allocate funds to help the community by

cactruong hoc, trung tam gilr tré, va thém nhiéu chuong building or improving schools, child care centers,
trinh phuc vu cho thanh thiéu nién. and more programs to serve the youth.
<<MIGHT BE MOST USEFUL FOR LOW <<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT=>> ENGAGEMENT=>>

(continued)
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Exhibit 5-3.

Summary of Viethamese-Language Recommendations for the

Mindsets of Unaware, Fear/Mistrust of Government, and Low

Engagement (continued)

3.
Mindsets (continued)

Additional Messages That Might Be Most Useful to Address Different Concerns or

Vietnamese

English

* TAILORED BENFITS (VIETNAMESE)

Néu két qua Théng K& Dan S& cho thay cé nhiéu ngudi Viét
Nam dang sinh s&ng trong khu virc nay thi chinh phi cé thé
phan bé ngan quy vao cho cdng ddng ngudi Viét. Vidu nhu,
ho cé thé xy dung cac trung tdm céng dong Ngudi Viét, cai
thién cac dich vu congcong dé dap irng cac nhu caucla
ngudi Viét Nam, hodc phan bé ngan qui vao cactrwdongday
ti€ng Viét cho thanh thi€u nién, cadc1ép day Anh Vin cho
nguoi Viét Nam mai dinh cu.

Pong thoi, ho c6 thé tingthém s& théng dich vién ngudiViét
tai cdctoa an, bénh vién, v.v. dé€ phuc vu nhi*rng ngudi Viét
Nam khéng ndi tiéng Anh théng thao.

<<MIGHT BE MOST USEFUL FOR
UNAWARE/FEAR/LOW ENGAGEMENT>>

= CONFIDENTIALITY ASSURANCE
Cacthéngtin cla anh/chi/cd/chi sé duoc ludt phap bao vé
chdt ché theo nhu Tiéu Dé 13 clia B Luat Hoa Ky.

Cuc Théng Ké Dan S8 s& khong chia sé théngtin cla
anh/chi/cd/chu véi cdc coquan chinh pha nao khac.

Diéu nay cé nghta la cdc cu tra 18i cta anh/chi/cé/chi s&
hoantoan duoc bao matva thdongtin cd nhan cua
anh/chi/cd/chi s& khéng bao gidrbj tiét 16 du trong bat c
hoan canh nao.

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST OF GOVERNMENT>>

= ASSURANCE OF NO NEGATIVE
CONSEQUENCES ON CURRENT BENEFITS
Sy tham gia cia anh/chi/cd cht s& manglai thém nhiéulgi ich
cho anh/chi/cé/chu va s& khdng anh hudng dén cac quyén loi
khédc ciia minh, vi Cuc Théng K& Dan S& khéng chia sé cac
théngtin cha anh/chi/c6/chu véi cdc coquan chinh phid khac.
[Em] ddm bao tinh trangdi trd hodc cac phuc i xd hdi ma
anh/chi/cé/chi dang hudng ciing sé khéng bi anh hudng gi.
<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST OF GOVERNMENT>>

* TAILORED BENFITS (VIETNAMESE)

If the results of the census show that many
Vietnamese people are living in this area then the
government could allocate funding for the
Vietnamese community. For example, they could
build Viethamese community centers, improve
public services to meet the needs of Vietnamese
people, or allocate funds for Viethnamese-language
schools for youth or ESL classes for new
Vietnamese immigrants.

Also, they may assign more Vietnamese
interpreters at courts, hospitals, and so on to serve
Vietnamese people who do not speak English well.

<<MIGHT BE MOST USEFUL FOR
UNAWARE/FEAR/LOW ENGAGEMENT=>>

= CONFIDENTIALITY ASSURANCE

All your information is securely protected by law,
Title 13 of the United States Code.

The Census Bureau will not share your information
with any other government agency.

This means that your answers will remain
absolutely confidential and your personal
information will never be disclosed under any
circumstances.

<<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST
OF GOVERNMENT>>

= ASSURANCE OF NO NEGATIVE CONSEQUENCES

ON CURRENT BENEFITS

Your participation will bring more benefits to you
and it will not affect your other benefits. Itis
because the Census Bureau does not share your
information with any other government agency. |
assure you that your immigration status or other
social benefits you might be currently receiving will
not be affected.

<<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST
OF GOVERNMENT>>
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Exhibit 5-3. Summary of Vietnamese-Language Recommendations for the
Mindsets of Unaware, Fear/Mistrust of Government, and Low
Engagement (continued)

3. Additional Messages That Might Be Most Useful to Address Different Concerns or
Mindsets (continued)

Viethamese English

= CONFIDENTIALITY ASSURANCE WITH PENALTY = CONFIDENTIALITY ASSURANCE WITH PENALTY
UPON BREACH UPON BREACH

T4t cd cac nhanvién lam viéc cho Cuc Théng K& Dan S8 d3 All the employees working for the Census Bureau
tuyén thé bao mat tuyét déi cac cau tra |oitrongbdn Théng  have taken an oath to keep the answers on the

K& Dan S6. Néu [em] ti€t 16 bat cir thongtin riéng tw ndo, [em] census form absolutely confidential. If I divulge any
s& phai chju trach nhiém trudc phap luat, cé thé bitu hodcbj private information, | will take the legal

phat tién, hodc ca hai. responsibility, such as go to jail or pay a fine, or
both.
= CONSEQUENCE OF NO- = CONSEQUENCE OF NO-

PARTICIPATION/REEMPHASIZING CIVIC DUTY PARTICIPATION/REEMPHASIZING CIVIC DUTY
Vi tham gia vao cudc Théng K& Dan SG 1a trach nhiém clia tdt  Because participating in the census is a
ca moi ngudi séngtai Hoa Ky, thé theo luat phap, nén néu responsibility of everyone living in the United
nguoi nao khéngtham gia hodc trén tranh trach nhiém nay sé States, according to the law, whoever fails to

bi phat $100. participate will be fined $100.

Nhung thay vi bat dong phat thi chinh pht muén nhdn manh However, rather than charging a fine, the

rangkhi anh/chi/co/chi tham gia Théng Ké Dan S6 |a government wants to emphasize that when you are
anh/chi/cd/chi dang gitp cho cong ddng va chinh phd Hoa participating in census, you are helping the

Ky. community and the U.S. government.

Bang cach cho nhitng théng tin chinh xac, Anh/chi/cd/chicé By giving accurate information, you can help the
thé gitip chinh phl trong céc k€ hoach clia ho, va giipcong  government with their planning based on accurate
déng c6 dugc cac dich vy va céc cosdtét hon, va cé dai dién data and help the community to have better

chinh trj t6t hon. Tham gia vao cudéc Th6ng K& DanSG 1atét  services and facilities, and better political

cho anh/chi/c6/chu, t&t cho cdng dong, va tét cho moi ngudi! representation. Participating in the census is good

<<MIGHT BE MOST USEFUL FOR LOW for you, goodfor the community, and for everybody!

ENGAGEMENT, FEAR/MISTRUST OF <<MIGHT BE MOST USEFUL FOR LOW

GOVERNMENT=>> ENGAGEMENT, FEAR/MISTRUST OF
GOVERNMENT=>>

= CENSUS PARTICIPATION IS FREE OF CHARGE = CENSUS PARTICIPATION IS FREE OF CHARGE
[Em] khéng xin tién clia anh/chi/cd/chi. [Em] dén daychidé | am not asking for your money. | am here only to
hoan thanh ban Théng Ké Dan S6 voi anh/chi/cé/chu. Tham  complete the census form with you. There is

gia vao cudc Thong Ké Dan S6 khong doi hdi bét cir 1& phinao. absolutely no fee to participate in the census. Your
Sw tham gia cla anh/chi/c6/chi rdt duwoc cdm kichva rdt tét  participation is greatly appreciated and good for the

cho céng déng noi anh/chi/cd/chi cuv ngu. community you live in.
<<MIGHT BE MOST USEFUL FOR <<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST
FEAR/MISTRUST OF GOVERNMENT>> OF GOVERNMENT>>

5.6.3 Recommendations to Avoid Ineffective Verbal and Nonverbal
Messages and Behaviors

We recommend that the interviewers avoid verbal and nonverbal messages and behaviors
that would alienate the respondents. Discussions across the four videos show that the
following behaviors are less desirable:

= Holding the ID badge while waiting for the door to open.
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Holding the ID badge too high, covering the interviewer’s face.
Not making enough eye contact.
Speaking in flat, dry tone.

Looking too persistent rather than persuasive. Before reaching the point of overly
persistent, it is recommended the interviewer simply say, “Néu anh/chi/c6/chi khéng
hoan thanh ban Théng Ké Dan SG6 nay hom nay thi mdt nhan vién khac sé trd lai day
vao mot ngay khac (If you do not complete this census formtoday, someone else
will come another day to do so).”

The following messages or presentation of messages are perceived as less effective, and we

recommend that interviewers avoid or minimize themif possible:

Purpose of census: The word d&msé ngudi (counting people) used to explain the
purpose of census should be avoided as it may remind the respondents of their
experiences under a Vietnamese communist regime. We recommend saying c6 bao
nhiéu ngudi cu ngu (to know how many people live here) instead (See Section
5.6.2, Exhibit 5-3, 2).

Participation as a legal responsibility: The word ludt bat budc (required by law)
should be avoided because it was perceived too strong and intimidating. We
recommend saying trach nhiém ctda mot ngudi dan (civic duty and responsibility) to
soften the tone (See Section 5.6.2, Exhibit 5-3, 2).

The Security Warning Statement was presented to the respondent too late in the
interview. This should be presented at the early stage of the interaction along with
verbal assurance of confidentiality.

The burden statement (it takes only 10 minutes) came too late. Some participants
also suggested asking “Is this a good time for you to talk?” or “May | take 10
minutes of your time?” right after the interviewer’s greeting. We recommend stating
“it takes 10 minutes” at the beginning of the introductory statement instead of
asking about respondent’s time availability to facilitate the communication.
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6. FINDINGS FROM ARABIC-LANGUAGE FOCUS GROUPS

In this chapter, we report findings fromthe Arabic-language focus groups, summarizing
their reactions to the four videos reviewed during the focus group discussion. Findings are
presented in the order the videos were reviewed and discussed in the focus groups:
Language barrier, Unaware, Fear/Mistrust of government, and Low engagement mindsets.
For each video, we document findings in terms of focus group participants’ reactions to the
interviewer’s nonverbal behavior and appearance, verbal behavior (e.g., tone, word
choices), key messages, and culture-specific features. We also summarize major issues and
concerns that emerged from the group discussions. To facilitate transparency in the
reporting of the analysis, transcript excerpts are accompanied by their focus group ID
number as specified in Exhibit 2-5 in the Methods chapter.

6.1 Language Barrier

The Language barrier video depicts an interaction between a female English-speaking
Census interviewer and a female Arabic-speaking respondent wearing a hijab (a scarf worn
by some Muslim women). In this Language barrier situation, the Census interviewer has two
goals: identifying the language spoken by the respondent and obtaining a telephone number
from the respondent. The interviewer used the Census Language Identification (ID) Card to
communicate with the non-English-speaking respondent.

This section summarizes how the participants of the Arabic-language focus groups perceived
and reacted tothe video. The Arabic-language focus group participants’ reaction to the
feasibility and usability of the Language ID Card is also summarized in this section.

6.1.1 Summary of Findings

Reaction to How the I nterviewer Handled the Situation

Most participants in all six focus groups reacted positively to how the Census interviewer
handled the encounter with a non-English-speaking respondent. Participants most
frequently used words such as “kind,” “respectful,” and “well- prepared” to describe how
they felt about the English-speaking interviewer. They were impressed to see that the
interviewer was willing to continue communicating with the respondent in a kind and polite
way despite the language barrier. The comment in Excerpt 1 exemplifies this reaction:

Excerpt 1. [A6 Lines 219—223]

P13: [T]here were many positives for the interviewer. Like, mostly for example,
her clothing, her presence, she looks proper and ... polite {Note: uttered in
English: like}. Two, when she found out that she {Note: referring to the
respondent} didn’'t speak English, she was able to work it out immediately
with the respondent, and ... and her withdrawal was done in a very respectful
way.



Multilingual Research for Interviewer Doorstep Messages

The respectful “withdrawal” (referring to how the interviewer transitioned from one activity
to another) became more effective with the use of the Language ID Card and proper body
language. Several participants (A2, A4, A5, A6) interpreted the immediate use of the
Language ID Card as a sign of being well-prepared. One participant [A6-P3] found it
considerate when the interviewer let the respondent type her phone number directly on the
interviewer’s device instead of asking the respondent to tell her the phone number. This
way, according to this participant [A6-P3], the respondent would not feel bad if she was
unable to say the number in English. Many participants felt that the interviewer’s kindness
and the use of appropriate words such as “please” [in English] made the respondent feel
comfortable rather than pressured.

While the reaction to the English-speaking interviewer’s performance was positive overall,
participants expressed their unease about two scenes in this video clip: opening the door to
a stranger and giving the phone number to the Census interviewer. Opening the doorto a
stranger was considered to be a safety concern by some participants, and it was especially
outspoken in three groups (Al, A5, A6). The participants’ concern with safety was
exemplified by one participant [A5-P12] when she said, “The problemis | do not open the
door to anyone!” They were afraid of opening the door not just to the wrong person who
might fake the government ID badge or give a false organization name, but also evento a
government employee because “yesterday was safer than now” [A5-P4]. Excerpt 2
illustrates how Arabic-speaking participants feel about a government employee at the
doorstep:

Excerpt 2. [Al Lines 148-154]

P10: In light of the current political situation, the immigrants, especially the Arabs
and Mexicans, would be so scaredwhen they see a government interviewer at
their doorsteps. They are already troubled by racial discrimination and fear of
racists and extremists who want to harm them.

To convince Arabic-speaking respondents to open the door, participants emphasized the
importance of educating people about the ongoing census and the interviewer’s visit
through mass- media advertisements and campaigns in collaboration with schools, houses of
worship, and local communities.

Most participants also disagreed with giving the phone number to the Census interviewer.
Most participants in all six focus groups indicated that they would not give the phone
number to anyone whomthey just met, even if the interviewer was “very presentable”
[A6-P13] or showed an official government ID badge. They reported that it would never
happen if the interviewer is the opposite sex to the respondent. Some participantsin A2 and
A3 even commented that the interviewer asking for a phone number was especially
inappropriate in a language-barrier situation, because the respondent would not fully
understand why the interviewer was there and how her phone number would be used.
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Instead of asking for the respondent’s phone number, many participants suggestedthat the
Census Bureau send an Arabic-speaking interviewer to the address once the respondent’s
language is identified or leave a contact number so the respondent can call to talk to an
Arabic speaker rather than the Census Bureau contacting the household by phone. Even
after the participants took a look at the content of the Language ID Card, such concerns and
discontent did not dissipate.

In addition, several participants in Group A2 commented that sending interviewers as a
male—female pair would relieve previously mentioned concerns to some degree. First, most
Arab women would not open the door to a stranger, especially a male stranger. Second,
while it is impossible for a female respondent to give her phone number to a male
interviewer (or vice versa) in Arab culture, leaving one’s phone number to an interviewer of
the same sexis possible once trust has been established. One participant in this group
[A2-P15] added that sending interviewers as a pair would work for the interviewer’s own
safety as well. This participant alluded he once worked as a bilingual Arabic-language
interviewer, and he encountered more problems with “Americans” rather than with Arab
households. He thought interviewers would feel more secure when they make home visits
as a pair. Excerpt 3illustrates this participant’s experience:

Excerpt 3. [A2 Lines 82—86]

P15: We had more problems from Americans, they cursed at us and caused
problems for us. {Note: By “Americans,” P15 was referring to non-Arabs.}
They called us cockroaches. The census should send more than one person to
the same house. Some of the Americans ... when they know you are from the
government, they think it will affect them politically.

Reaction to the Interviewer’s Nonverbal Behavior and Appearance

The Arabic-speaking participants liked seeing the interviewer identifying herself with a
government photo ID, saying “I am from the Census Bureau.” They agreed that the official
government ID makes the interviewer look legitimate and credible and gives the respondent
some level of assurance. This is shown in Excerpt 4.

Excerpt 4. [Al Lines 91-95]

P7: What | liked about the video was that the interviewer had an ID badge and
she properly identified herself. She also carried a census bag that had the
words Census Bureau clearly printed on the bag. This helps a lot in identifying
the interviewer. When an interviewer who carries such a badge and a census
bag walks in the neighborhood, people feel comfortable talking to him.

Reactions like the above comment were observed in five focus groups (Al, A2, A4, A5, A6).
Group A3 was the only group in which no one specifically remarked on the interviewer
presenting the Census ID Badge. Instead, some participantsin Group A3 paid more
attention to the English-speaking interviewer’s attire. They said that that the female
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interviewer’s conservative clothing (i.e., not revealing) was respectful and might have
played a role in the respondent opening the door to her.

Excerpt 4 also shows some participants noticed the Census Bureau logo printed on the
interviewer’s shoulder bag and liked it a lot. Indeed, participants in all six Arabic-language
focus groups wanted to see clearly visible Census Bureau logos on the interviewers’ clothing
(as a form of uniform) or even on the vehicles they drive, because they thought the Census
ID Badge is not enough to gain full trust on the interviewer’s legitimacy. Suspicion and
doubts are always present when a person hears the doorbell and sees a person standing at
the doorstep. Participants wanted to see something that makes the stranger immediately
identifiable before they open the door, as shown in Excerpt 5.

Excerpt 5. [A4 Lines 202—210]

P4: Clothing for a government employee with a badge {Note: uttered in English:
badge} showing that she’s a government employee from the Census Bureau.

M: Give me an example. What should we add, for example, to her clothing?

P4: For example, just like the mailman. When you look at him, he’s wearing

something that identifies him as a mailman.

P13, P4: [Nodding in agreement]

On the other hand, participants fromtwo groups made brief comments on the interviewer’s
doorstep manner. While a participant in Group A2 said that the English-speaking interviewer
stood professionally during the interaction, another participant in Group Al felt that the
interviewer stood too close to the door and found it disrespectful. This is shown in

Excerpt 6.

Excerpt 6. [Al Lines 143-146]

P7: The interviewer should not be standing right in front of the door. The
interviewer should ring the doorbell and then step aside so when the door
opens she would not be viewing what or who is inside the house out of
respect to the women and children in the home. This is part of the Arab
culture.

The Arabic-speaking participants’ suggestions on the interviewer’s appearance and
nonverbal behaviors can be summarized as follows:

First, the interviewer’s presenting the Census ID Badge will help respondents recognize her
as a legitimate government employee once the door is open. The participants preferred to
see something immediately recognizable before opening the door and suggested the
interviewers wear a uniform with a big Census Bureau logo.

Second, participants made suggestions on the interviewer’s attire and doorstep manner
when visiting Arab-speaking households. For example, wearing conservative, not revealing
clothing is recommended as it is considered as a sign of being respectful. At the doorstep,
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interviewers should step aside from the door so the interior of the house is not viewable
from the interviewer’s standpoint to be respectful to women and children inside the house.

Reaction to the Language ID Card

Three trends were observed across all six focus groups in the participants’ reactionsto the
Language ID Card: First, all participants easily found Arabic in the Language ID Card,
because Arabic is the fifth language listed on the front page. Second, most participants liked
the idea of using the Language ID Card because it enables communication between the
interviewer and the respondent in a language barrier situation. Third, several participantsin
each group were not fully satisfied or were somewhat disappointed after reading the content
of the Language ID Card, mainly because it does not leave any option for the respondent
other than giving a phone number to the interviewer, unless someone who speaks English is
present at the homeS.

It is worth noting that the participants’ negative reactions to the Language ID were not on
its usability in the language barrier situation, but on its feasibility when the fear of giving a
phone number to the interviewer, whomthey just met, is not fully resolved. This is why the
negative reaction was prevalent in all six groups even though most participants agreed that
the Language ID Card is useful in this situation. Seeing the content of the Language ID Card
only confirms that “It is the same story. They want a phone number,” as one participant
[A5-P11] said with a sigh.

Participants wanted to have more assurance fromthe interviewer before they give out any
personal information. They gave some suggestions as a means of additional assurance. For
example, several participants fromtwo groups (Al, A3) suggested that the interviewer hand
out her business card or a small paper with her name and contact number. As described in
Excerpt 7, some participants felt this would facilitate a two-way communication.

Excerpt 7. [Al Lines 184—-187]

P10: First, this {Note: referring to a business card} will help the respondent
identify the interviewer easily, and secondly, it is more appreciated when the
interviewer gives her card first. This is a good gesture indicating that she
wants to make a connection. This affects the respondent in a positive way and
makes him wanting to do the same thing.

Participantsin two groups (A4, A6) suggested that the Language ID Card should be
supplemented with another document in Arabic, such as a brochure that provides more
information about the census, its purpose, its scope, and a contact number. This would help
the respondent decide whether she should provide her phone number. In addition,
participants in Group A2 pointed out that the current Language ID Card does not look

15 The Language ID card reads: Hello, I'm from the U.S. Census Bureau. Is someone here now who
speaks English and can help us? If not, please give me your phone number and someone may contact
you in English.
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authentic because it can be easily reproduced through photocopying. They wanted to see a
more prominent logo or an emblem oniit.

In addition, some participants in Group A2 commented that the interviewer should be
prepared to meet an illiterate respondent who can recognize his language but cannot read
the in-language text. As a possible solution, they suggested that the interviewer have a
phone number to connect a census-provided Arabic interpreter on the spot or let the
respondent make a call to someone she knows who speaks English.

6.1.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

In the discussion of the Language barrier video, the concern of opening the doorto a
Census interviewer was only expressed among the monolingual groups (A1, A5, A6). This
concern was not explicit among the bilingual groups, although these groups did express
unease about being visited by a Census interviewer during the discussions of subsequent
videos. Concerns over meeting a stranger at the doorstep might be intensified by a
language barrier situation, where the respondent cannot communicate freely with the
English-speaking interviewer.

Another observeddifference in reactions concerned the interviewer’s doorstep manner: One
participantin a bilingual group (A2) commented positively that the interviewer stood
professionally during the entire doorstep interaction, while a participant in a monolingual
group (A1) thought the interviewer stood too closely in front of the door and found it
disrespectful to women and children who might be inside the home. However, these
contrasting comments were only from one participant of each group type; thus, this finding
may be idiosyncratic rather than a group difference.

6.2 Unaware

The Unaware video depicts an interaction between a female Arabic-speaking Census
interviewer and a male Arabic-speaking respondent who is unaware of the U.S. census. A
scene at the end of the video shows the respondent invited the interviewer to come into the
house and offered coffee. This scene was added to see whether accepting the respondent’s
hospitality is perceived as culturally appropriate by Arabic speakers.

In this section, we summarize the Arabic-language focus group participants’ reactionsto the
interviewer’s verbal and nonverbal behaviors, to key census messages, and to culture-
specific features brought up during the discussion. After describing findings common to both
monolingual and bilingual participants, we will take a closer look to see whether there were
differences in reaction between the monolingual and the bilingual groups.
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6.2.1 Summary of Findings

Reaction to the Interviewer’s Nonverbal Behavior and Appearance

Many participants reacted positively to the Census interviewer’s patience, as she gave clear
explanations and thoroughly addressed the respondent’s concerns. They felt the
interviewer’s politeness and patience eventually made the respondent feel comfortable. At
the same time, however, some participants perceived the interviewer’s professional and
calm attitude as lacking the friendliness necessary to convince the respondent who was not
familiar with the census. According to these participants, the interviewer “looked very
humorless and serious” [A1-P10] or was “not as friendly as needed. She was more of a
professional” [A2-P2]. Some participants also pointed out that the interviewer did not make
enough eye contact, commenting it was unconvincing and not very engaging. While almost
all groups (A2, A3, A4, A5, A6) had positive remarks about the interviewer’s attitude, three
groups (A1, A2, A4) had negative remarks about the interviewer not being friendly enough
and not making enough eye contact.

More participants paid attention to the Arabic-speaking interviewer’s attire in the Unaware
video than in the Language barrier video. In three focus groups (Al, A4, A5), participants
discussed whether the interviewer’s attire was appropriate for a person representing the
Census Bureau. Only a couple of participants believed that carrying a Census ID Badge and
a bag with a Census Bureau logo were enough, while most participants suggested wearing a
uniform with a big Census Bureau logo so the interviewer can be immediately recognized as
an employee from the Census Bureau. The comment below exemplifies this reaction:

Excerpt 8. [A4 Lines 1013-1016]

P9: Because my firstimpression about the interviewer coming in is that she’s not
an employee from uh... the Census Bureau. The badge alone is not enough;
she should be wearing clothes representing the organization with a label
{Note: alogo} on it. These things reassure you, right? ... And then introduce
yourself and such.

The Census Bureau sending an Arabic - speaking interviewer was perceived as “the best part”
of this video by several participants fromGroups Al, A4, and A5. Participants commented
that communicating with the interviewer directly in their own language would make them
feel comfortable and would be convenient because they would not need to bring an
interpreter to the interviewer.

Reaction to the Interviewer’s Verbal Behavior

While some participants liked the interviewer’s calmand clear tone, most participantsin all
six groups did not like the way the interviewer spoke to the respondent. They felt the
interviewer spoke too fast; sometimes sounded pushy, as if she were giving orders to the
respondent; and read from a script instead of having a natural conversation. In the video,
the amateur actor occasionally looked down at her clipboard to remind herself what to say.
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Although participants acknowledged the amateurism of the video production, they
expressed their concern that it will only make the interviewer look less convincing if it
happens in reality. Excerpt 9 reflects this reaction.

Excerpt 9. [A2 Lines 388—391]

P11: She has to know what to say, all the details and information about the
program. She should understand everything, because she needsto convince
me. She cannot be reading out {from a paper}. She needs to explain and
convince me about the questionnaire.

To deliver the messages more convincingly, participants suggested that the interviewer
should fully understand what she is going to tell the respondent and be friendlier by
speaking in a softer tone with a relaxed voice and by making more eye contact. Some
participants in two groups (Al, A3) suggested starting conversation with more cordial
greetings such as il clilasy (God gives you health) as an ice breaker, instead of a neutral
greeting L » (hello).

Another common reaction to the interviewer’s verbal behavior was that the explanation at
the doorstep was too long and verbose. One participant [A4-P14] described the
interviewer's explanationas “more than enough.” But for many participantsin almost all
groups (A1, A3, A4, A5, A6), it was too long and often complicated. To make the messages
more appealing, participants suggested shortening the explanations and using simpler
wording. Additionally, participants proposed using media campaigns, advertisements, and
advance mailings prior to the interviewer’s visit to reduce the need for long explanations at
the doorstep.

The interviewer’s use of Modern Standard Arabic (MSA) was discussed in three groups (A1,
A2, A3). Most participants who engaged in this discussion agreed that MSA is the most
appropriate choice of language for Census interviewers because it is widely understood by
most Arabic speakers regardless of dialect. To supplement MSA, one participant [A1-P10]
suggested training interviewers on terms commonly used in the local dialects.

Two participants [A2-P8, A2-P9] expressed unease about the interviewer using the terms
“Muslims,” “religion,” or “Arab community.” They felt like they were being singled out as
Arabs when they believe that the census applies to everyone and that religion was not
important to census, as shown in Excerpt 10.

Excerpt 10. [A2 Lines 318-319; 356—-357]

P9: She mentioned Muslims and religion more than once. She should not mention
religion at all in the census, it is not important to the census.

P8: I saw two negative things; first, she should not say Muslim or Arab. We are
all the same, she should not mention religion or the Arab Community in the
census.
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In actuality, the words “Muslim” or “religion” were not mentioned at all in the Unaware
video. However, the interviewer did mention the “Arab community” once, to relateto the
respondents, when she said “aaisall bl pa selbud gelae b o gu IS e o 21l (Your
participation will help you and help your neighbors and the Arab community!).” This reaction
may reflect an underlying fear of being targeted based on their race/ethnicity or religion.
The only other instance of this reaction was fromone participant [A6-P13] on the “Purpose
of census” message during the discussion of the Fear/Mistrust of government video (see
Section 6.3.1.3).

Reaction to Key Messages

Participants liked five key census messages delivered by the interviewer in the Unaware
video: (1) benefits of the census data to local communities, especially to the Arabic-
speaking communities; (2) assurance of protection of private information; (3) mandatory
nature of the census; (4) brief amount of time (10 minutes) needed to complete the census
form; and (5) only basic questions are asked.

Out of these five messages, the benefits of the census data were most favored by the
participants. Participants in four groups (A2, A3, A5, A6) found that the benefits message
was attractive because it gives themgood reasons to participate. They especially liked the
wordings <8 s daclud aelud g @lil pa aaiaall 3 22 (it will help you and help your neighbors and
the Arab community) and &laa BEA uriwall y(services for children and the elderly). Excerpt
11 shows how the benefits message was perceived.

Excerpt 11. [A6 Lines 872-878]

P5: Yeah {Note: Uttered in English}, her visit was positive. There are benefits
that will help us and help others, and we must to do it.

M: What are the benefits?

P5: Like benefits for children, the elderly. These people play a big role in life and

we should take care of them and help them.

For participantsin three groups (A3, A4, A5), confidentiality was the most important of the
messages. They thought the assurance of confidentiality should have occurred before any
lengthy explanations, because this addresses what many Arabs are most concerned about.
Excerpt 12 summarizes this reaction.

Excerpt 12. [A4 Lines 980—-983]

P13: I think they should know the respondents’ fears. | mean, let’s say that if an
Arab is mostly afraid of immigration and stuff {Note: utteredin English:
immigration and stuff} then we should be clear, or we should know ahead of
time what his fears are so we can reassure him.

The use of the Security Warning Card was discussed in three groups (A2, A4, A6). Many
participants liked having a written document that confirms the interviewer’s verbal
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assurance of the confidentiality. They suggested that the Security Warning Card should be
handed out at the beginning of the interaction along with the verbal assurance. As much as
they liked having a written statement that assures confidentiality, some of the participants
felt that the current content is not fully reassuring. Participants wanted something that
gives them more reassurance on a personal level, such as the business card of the
interviewer or a signature and contact information for a higher authority. Excerpt 13
exemplifies this reaction.

Excerpt 13. [A2 Lines 321-326]

P11: This confidentiality paper {Note: referring to the Security Warning Card} does
not prove anything. ... | need something to protect my rights. I would like to
have a signature of a manager on a business card, with his phone number
that I can call him and hold him responsible, in case the interviewer said
anything about my information, so that I will feel more comfortable giving my
info.

In the previous section about the Language barrier video, we discussed the Arabic-speaking
participants’ preference to have additional written assurance supplementing the Language
ID Card. Similar suggestionswere made when the participants saw the Security Warning
Card. It seems clear that the Arabic-speaking participants want to keep the interviewer’s
business card for their records or as a sign of building mutual trust.

Several participants in two groups (A5, A6) found that the interviewer saying < Ul 5 (l sedia
l3e Ja=dll (1 and you have to participate in the census) to explain the mandatory nature of
the participation was a persuasive approach. It clearly states that everyone must participate
in the census by reminding the respondent that it was not just him, but even the
interviewer herself was required to participate.

While positive feedback on the key messages depends largely on the content of the
message, negative feedback tends to focus on the order of the messages. Participants felt
some messages were said too early, some were too late, and some should have been said
but never were. Asking to confirm the address (i.e., %t oSui Ja «élliad (0 ADDRESSS
(Please, do you reside here at [Address]?) was the one that many participants felt came too
early. Participantsin two groups (A1, A2) commented that it did not sound right that the
interviewer starts asking questions without giving enough explanations on what the census
is about, why the respondent must participate, and the confidential nature of all
information.

In one group (A4), participants proposed a couple more messages they would like to hear
from the interviewer. First, some participants commented that to be considerate, the
interviewer should have asked the respondent at the very beginning if it was good time for
him to talk. Second, one participant [A4-P15] suggested adding an assurance that there will
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be no negative consequences of participating in the census, such as affecting one’s visa or
immigration status. Excerpt 14 shows this.

Excerpt 14. [A4 Lines 586-588]

P15: Maybe if there was uh...they're saying that people are fearful...maybe if we tell
them that this is not going to affect anything, not your visa, nor whether you
just arrived or came here a long time ago. This will reassure them.

This suggestion may be most appropriate for the Fear/Mistrust of government mindset
rather than for the Unaware mindset because it addresses the fear of deportation or feeling
insecure about their immigration status among Arabic-speaking communities.

Although the order of opening interaction and the key messages were not explicitly
discussedin any groups, summing up the participants’ feedback and suggestions on the
interviewer’'s messages gives us a general idea of what participants would like to hear and
in which order: Once the door open, the interviewer should start with a cordial greeting to
break the ice, present the Census ID Badge, ask about the respondent’s time availability
(e.g., “Do you have 10 minutes to talk?”), and explain the purpose of the visit. Following
the interviewer’s introduction, the top two messages that participants would like to hear at
the beginning are (1) assurance of confidentiality while handing the respondent the
“Security Warning Card” and (2) burden statement (it takes 10 minutes to complete the
form).

When the moderator asked participants whether they would be willing to participate if they
were the respondent in the Unaware video, participants who were not willing to participate
outnumbered those who were. Participants who were willing to participate were encouraged
mostly by the messages they heard while watching the video. Simply speaking, the benefits
message was the most powerful for the willing participants fromthree groups (A3, A4, A6).

The reasons that some participants were unwilling were external to the messages. The
participants who did not think they would participate were fromfour groups (A1, A3, A4,
A5). The most common reason for unwillingness was a trust factor—that they could not fully
trust the interviewer. Some participants said that they need more information and
clarification to be convinced. A couple of participants said they would not agree to an
interview without prior notification or coordination of the visit. To some participants, the
interviewer’s nonverbal behavior and appearance (e.g., whether the interviewer wears a
uniform, whether the interviewer is fully knowledgeable and looks confident) were the
biggest influences in their decision not to participate.

Reaction to Culture-Specific Features

Two culture-specific interactional features were included in the last scene of the Unaware
video: the respondent invited the interviewer to come into the house and then offered the
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interviewer a drink of coffee. Participantsin five focus groups (Al, A3, A4, A5, A6)
discussed whether accepting the respondent’s hospitality is culturally appropriate or not.

No participant reacted positively to the respondent offering to enter the house or the
interviewer accepting the offer. Although some participants mentioned that people often
welcome the Census interviewer inside the homes in their home countries, all the
participants clearly did not like to see the female interviewer enter the house when the male
respondent invited her in. This was mainly due to safety concerns. In the video, the
respondent’s child was peeking out of the door, but no one mentioned the child’s presence.
Participants worried that entering the house could cause potential safety issues for the
female interviewer.

Besides the safety concern, participantsin three groups (Al, A4, A6) felt that it was
inappropriate that a female interviewer and a male respondent to have a long conversation,
becausein some Arab communities, a man does not talk to a woman:

Excerpt 15. [A4 Lines 653—-656]

P15: When the {female} interviewer came and the male respondent openedthe
door ... there are some Arabs who would not talk to females, being males. In
case therewas a female in the respondent’s house, could he have asked the
interviewer to talk to that female instead of him?

Similar comments were made by several other participants. A male participant’s comment in
Excerpt 16 explains the cultural avoidance of male—female encountersin more detail.

Excerpt 16 [Al Lines 289—294]

P10: As | mentioned before, the interviewer should have had a colleague from the
opposite sex just in case the respondent is a home-alone female. The female
interviewer can talk to the female respondent, and the male interviewer can
talk to a home-alone male respondent. Home-alone female residents will

never open the door for a male stranger. Islamic teaching says, J>_ & 13
Legils laptl) (S 51 yaly (If a man and a woman were alone by themselves, Satan
would be there to lure them). Female respondents feel more comfortable
opening the door to a female interviewer.

All participantsin all five groups that discussed this topic felt that pairing a male interviewer
and a female interviewer as a team is important. This will relieve the safety concerns for
both interviewers and respondents and will be considerate of conservative Arab households.
One participant [A4-P15] who was vocal about this issue said that the Census Bureau
“should preserve the Arab customs” by sending interviewers as a male—female pair.

6.2.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

There are no striking differences between the monolingual and the bilingual groups. In
almost all aspects, similar reactions were found in both the monolingual and bilingual
groups.
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6.3 Fear/Mistrust of Government

The Fear/Mistrust of government video depicts an Arabic-speaking Census interviewer and
an Arabic-speaking respondent who is aware of the ongoing census but is unwilling to
participate because of fear or mistrust of the government. In the video, the interviewer and
the respondent are both females.

In this section, we summarize the Arabic-language focus group participants’ reactionsto the
interviewer’s verbal and nonverbal behaviors, to key census messages, and to persistent
culture-specific featuresin the interaction. After describing findings common to both
monolingual and bilingual participants, we will take a closer look at the differences between
the monolingual and the bilingual groups.

6.3.1 Summary of Findings

Reactions to Nonverbal Behavior and Appearance

Participants liked the interviewer’s professional attitude, polite manner, and thorough
explanations. Participants’ reactions to the Fear/Mistrust of government video were similar
to their reactions to the Unaware video. At the same time, participants across all six groups
pointed out that the interaction with a fearful respondent requires the interviewer to be
friendly and cordial, which was not seen in this video. They suggested that the interviewer
maintain eye contact and smile more to help the respondent feel more comfortable and
assured.

In the last scene of the Fear/Mistrust of government video, the interviewer appeared to take
a step inside the house after the respondent had agreed to participate, but the respondent
did not explicitly say J==& (come in). Most participantsin all groups found it intrusive and
inappropriate. They thought that the interviewer should have asked for the respondent’s
permission or waited for respondent to say, “Come in.” Yet some participants in two groups
(A4, A5) felt that it was acceptable for the interviewer to step inside because the
respondent had acknowledged the written [Security Warning Card] and verbal [doorstep
interactions] assurance. Excerpt 17 illustrates this point.

Excerpt 17. [A4 Lines 1294—-1308]

P8: At the end, when the interviewer finished, the respondent smiled a little and
the interviewer entered the house right away instead of waiting for the
respondent to tell her J=& (comein). In the beginning the respondent had
the door half shut on the interviewer; she didn’t want to receive her. The
interviewer entered the house right away without the respondent telling her
Ja8i (come in). That’s at the end.

P13: We are feeling that when the interviewer is showing the respondent the
confidentiality card...
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P8: the card [moves her upper body backward as if to say no | don’t want this
card]
P13: [Addressing P8] No, to the contrary, the respondent was accepting that. |

mean that when the respondents are being reassured that the information is
confidential and that we need torelay it to ... uh, their behavior changes, their
point of view changes, and they cooperate.

One interesting point in this discussion was that no one commented on whether having the
interviewer inside the house is appropriate. The focus was on whether entering the house
without explicit permission was acceptable. In this video, the interviewer and the
respondent are both females, which seems to relieve the participants’ safety concernto a
certain degree. We will continue this discussion in Section 6.3.1.4.

A couple of participants in two groups (A1, A2) pointed out that the interviewer stood too
close to the respondent right in front of the door. They suggested that the interviewer
should step back a little after knocking on the door to ensure a comfortable distance when
the respondent opens the door.

The focus group participants paid more attention to the interviewer’s carrying a Census ID
Badge and a bag with a Census Bureau logo in the Fear/Mistrust of government video than
in the previous two videos. Participants in five groups (Al, A2, A3, A4, A6) made positive
comments on the Census ID Badge and the shoulder bag with a big Census Bureau logo as
visual signs of legitimacy. A couple of participants [A2-P11, A2-P7] suggested that the side
of the bag with the Census Bureau logo should face the respondent so the respondent can
clearly see the Census Bureau logo even before opening the door. Still, some participants in
Groups A2 and A4 believed that wearing a uniform is necessary, because “the uniform and
the badge are comforting for us” [A2-P7].

In the discussion of the Fear/Mistrust of government video, it was noteworthy that many
participants across all six groups pointed out that the interviewer’s performance alone would
not be enough to relieve fear. As in discussions of the two previous videos, participants
commented that they wanted to get familiarized with the census by media advertisements
and campaigns via local communities and to have a formal letter from the Census Bureau or
notification of the interviewer’s visit ahead of time. Some participants were concerned that
gaining trust of immigrant respondents would be challenging while many perceive that an
unwelcoming atmosphere prevails. Excerpt 18 summarizes this sentiment.

Excerpt 18. (Al Lines 417—-421)

P10: I think we should look for a way to assure those immigrants. The assurance
should come from top to bottom {Notes: meaning from the higher level of
government leadership}. The immigrant is not going to trust the census
employee when they are continuously hearing a contradicting message from
the media everyday threatening to deport immigrants.
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Reactions to the Interviewer’s Verbal Behavior

Some participants liked the interviewer's clear and calmvoice. However, most participants
across the six groups were not fully satisfied with how the interviewer spoke to the
respondent who had fear and doubt. Many participants felt that the interviewer spoke too
fast, sounded pushy as if she was giving orders, and was not convincing because she was
constantly reading off the script. Many participants felt that the dialogue at the doorstep
was too long. Building a cordial atmosphere is especially important when interacting with a
respondent who is not willing to participate because of fear or mistrust. The participants
suggested that the interviewer should (1) be friendlier, (2) slow down when speaking, and
(3) fully understand what she is saying so she does not have to read off a script to be
convincing. Starting the conversation with more cordial greetings was also suggested by
participants fromthree groups (A2, A4, A5). Instead of a neutral b~ » (hello), greetings
such as <k & caclla o (how are you, how is your day?), ba » S dlls (hello, how are
you?), or the traditional Islamic greeting 2wl Sile (peace upon you) were proposed by
these participants. Excerpt 19 summarizes this reaction.

Excerpt 19. [A2 Lines 506-518]

P2: The interviewer was 44| (impulsive) {Note: meaning aggressive or
forceful}. If the interviewer was a man, it would have been a problem. She
should be on the side, to offer respect to the people in the house and should
keep good space between them. If she is too pushy, she will not get the
respondent to help her. She should be friendlier and whatever the respondent
does she should remain calm, as I noticed her voice was changing.

[P9 raises his hand]
M: P9, go ahead.

P9: She should start with bs % <& s (Hello, how are you?) To observe the

respondent’s attitude before she starts explaining why she is there, what she
needs to do ... to be friendlier.

In the discussion of previous Unaware video, three groups (A1, A2, A3) commented on the
interviewer’s use of MSA. In the current discussion of the Fear/Mistrust of government
mindset, two more groups also discussed this issue (A4, A6). Participants reacted positively
in general to the use of MSA as the only way to overcome language barriers amongst Arabic
speakers from different regions. However, some participants in Groups A2 and A4 attributed
the interviewer’s sounding too formal and dry to her use of MSA. They suggested switching
into colloquial Arabic whenever possible to make the respondent feel more comfortable.

Reaction to Key Messages

Among the key census messages presented in the Fear/Mistrust of government video, the
following five messages received positive reactions: (1) no sensitive questions will be
asked; (2) benefits of the census data for the Arab community; (3) assurance of
confidentiality by mentioning fine or prison terms imposed on the interviewer in case of
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security breach; (4) simple census questions; and (5) the mandatory nature of
participation. Two messages were especially liked by the participants across all six focus
groups: “no sensitive questions will be asked” and “the benefits of the census datato Arab
communities.”

The overall positive reaction to the “no sensitive question will be asked,” which was
immediately followed by “simple census questions,” shows that this message worked well
for the mindset it targeted. Excerpt 01 exemplifies what participants felt when they heard
this message.

Excerpt 20. [A2 Lines 477—-479]

P13: She comforted her {Note: respondent} about the census not having anything
to do with the social security numbers, only the basic stuff about sex, number
of household members and general information.

Because this message was so crucial, several participants suggested putting it at the
beginning of the interaction, rather than in the middle, as shown in Excerpt 21.

Excerpt 21. [Al Lines 477—-479]

P10: I suggest that the interviewer explains that at the beginning. She should try
to assure the respondent that the government does not intend to collect
social security numbers or any other personal information, but rather to
count the number of people living in the address, their gender, and
their age and education level for planning purposes. The interviewer
should say this at the beginning.

In the Fear/Mistrust of government video, the confidentiality assurance was reinforced by
the interviewer saying the legal penalties (e.g., fine, prison term) to be imposed in case of
any confidentiality breach. A couple of participantsin Groups A4 and A5 reacted positively
to this additional assurance, saying, “This was more proof for the respondent” [A4-P8].
However, one very skeptical participant [A6-P13] would be assured only if the respondent
has the information about the interviewer, as shown in Excerpt 22.

Excerpt 22. [A6 Lines 1021-1026]

P13: That you {Note: referring to the respondent} have the right to come after me
{note: referring to interviewer}. By law, if I divulge any personal information
about you ... Because, here [pointing to the TV screen] | heard her say to her,
you can come after me, by law ... How do | come after her legally while |
don’t have anything proving that she came and talked to me and then she
spread my information?

This participant [A6-P13] was suspicious of the government’s intent to count people and did
not believe the interviewer when she said, “The data will be used to help each community to
get its fair share of the funding.” Excerpt 23 shows how this participant’s distrust was
expressed when she reacted to some of the key messages.
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Excerpt 23. [A6 Lines 1135-1145; 1208—-1214]

P13: Why do you want to count Arabs? Why do you want to count the number of
Arabs? There are people from Sudan, from Europe, from Africa, from Ethiopia,
from ... OK? ... And the existing neighborhoods are mixed, there are
Americans {Note: By “Americans,” P13 was referring to non-Arabs.}, Arabs,
Europeans ... soyou ... if | want ... | have a picture that the American
government, serves the American people. «_all | 235 Guls 63} (il (Why are
you here to serve Arabs?) I'm not very convinced with this idea ... and the
conversation itself was not adequate,

M: What do you mean by the conversation is not adequate?

P13: We want to count, we want to do a census about the Arabs ... what? Do you
{Note: referring to the census} want to know how many people seek asylum?

P13: And at one point, she {Note: referring to interviewer} said that s 4 <l
ol e J1sY JW g 55 (the government is going to distribute the money to
the people) ... is this the truth? Are you being truthful in what you are
saying? ... And where’s the proof? Why is it going to distribute money to the
people?

This participant [A6-P13] had been the “opinion leader” of Group A6, and several
participants agreed by nodding silently to many remarks she made during the focus group
discussion. Negative reactions to the key messages in the Fear/Mistrust of government
video came mostly from this participant [A6-P13] in Group A6. Other groups (Al1-A5) were
positive overall.

The only exception is the interviewer saying tuasd ¢llal (e ol siall 133 5T QG (1 did not come to
this address for you personally) at the beginning of the interaction. In Group A4, one
participant [A4-P14] felt that this (I'm not here for you personally) came too early and
without any context. To her, it sounded suspicious rather than assuring.

As in the Unaware video, the message of the benefits of the census to the Arab community
was favored by many participantsin four groups (A2, A3, A4, A5) in the Fear/Mistrust of
government video. For example, a participant in Group A5 [A5-P6] commentedthat there
should be nothing to fear because the interviewer explains that all the information will be
kept confidential and the census will benefit the community by improving services for
schools and hospitals. Another participant in Group A3 [A3-P1] commented that the
interviewer’s explanations of the benefits of the census to the Arab community was the
turning point for convincing the respondent, who thought that “nobody takes care of Arabs”
(A3, Lines 572-574).

Many participants across all groups felt that the dialogue at the doorstep was too long. For
example, participants in two groups Al and A4) commented that the interviewer should
state the essential points and provide explanations only if a respondent asks for more
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information. For Group A4 participants, the essential points would be benefits,
confidentiality, type of census questions, and the burden statement (i.e., it takes only 10
minutes). Group Al participants felt that the interviewer should only inform the respondents
what census questions ask for and that they are not sensitive questions, benefits, and the
mandatory nature of participation. Although there is a variation in what the participants of
each group considered to be the most important messages, the common reaction was that
once the interviewer provided the key messages, she should deliver the rest of the
messages based on the situation and on the question a respondent might ask.

In Group A3, a participant [A3-P15] suggested that the interviewer should explain that she
visited this address because the census has not received any response from this household:

Excerpt 24. [A3 Lines 516-526]

P15: You told us that the census will send the questionnaire by mail or email, and
if they do not get a response, they will send the interviewer. No one said that
in the video. They should tell the respondent that they did not receive the
response and that is why they came to the house. When they make that
clear, they are coming because there might have beena mistake by mail or
an internetissue therefore they are there to get the information. That way
the interviewer will have a better approach.

M: So you see that...

P15: That she should explain that since they did not get the response, she is there
to interview them in person.

When this participant made his point, several participants nodded in agreement. We
included this suggestion in our recommendation of the standard opening statement for
interviewers, because this explanation (“I'm here to help you to complete the census form
because we have not received any response fromthis household”) applies to all
interviewers’ visits during the nonresponse follow-up (NRFU) operation.

Participants were divided when the moderator asked themwhether they would be willing to
participate if they were the respondent in the Fear/Mistrust of government video.
Participants who would be willing to participate would do so because (1) it is required by law
[A1-P12, A3-P12]; (2) confidentiality is assured [A2-P14]; and (3) everything was clearly
explained [A3-P1, A4-P8]. Participants who thought they would not participate said it was
because (1) the interviewer did not seem convincing when reading off a script [A2-P11];

(2) there was no notification or written document with information sent ahead of time
[A3-P10, A4-P14]; or (3) she did not trust what the interviewer said [A6-P13].

Reaction to Culture-Specific Features

As we discussed in Section 6.3.1.1, the Arabic-speaking focus group participants’ reactions
to the interviewer entering the house to continue the interview varied depending on the
gender of the respondent and the interviewer. When the respondent was a male and the
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interviewer was a female (see Section 6.2.1.4 for Unaware video), most participants in the
six groups showed strong, negative reactions because of safety concerns. They also felt that
male—female encounters are avoided in more conservative Arab communities. When the
respondent and the interviewer were both females as in the Fear/Mistrust of government
video, no participants mentioned whether having the interviewer inside the house to
continue the interview was appropriate. In fact, during the focus group discussion, several
participants said that in Arab culture, the conversation at the door would not be long and
people often invite an interviewer inside. The following excerpts illustrate these feelings:

Excerpt 25 [Al Lines 353—-357]

P12: The meeting took a long time at the door ... | was expecting the talk to be
inside. In the Arab culture guests are welcomed inside ... The interviewer
should ask the respondent if she can come inside. | think they took a long
time talking at the door; this does not normally happen in the Arab culture.

Excerpt 26 [A5 Lines 705—708]

P11: But the interviewer is still, as if she is reading a lecture ... she keeps saying a
lot of things ... She needs to be brief and just show her the card {Note:
referring to the Security Warning Card}, all of the other things can be in the
conversation inside.

These reactions indicate that inviting a guest inside the house might be taken for granted by
some Arabic-speaking households when there is a certain level of trust built between the
interviewer and the respondent and when both parties are of the same sex.

6.3.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

We observed no differences between the monolingual and bilingual groups.

6.4 Low Engagement

The Low engagement video depicts an Arabic-speaking Census interviewer and an Arabic-
speaking respondent who is aware of the ongoing census but is not willing to participate due
to disinterest or lack of motivation to do so. In the video, the interviewer is a female and
the respondentis a male with an Islamic religious symbol on the door.

In this section, we summarize the Arabic-language focus group participants’ reaction to the
interviewer's verbal and nonverbal behaviors, to key census messages, and to culture-
specific features in the interaction. After describing findings common to both monolingual
and bilingual participants, we will take a closer look at whether differences exist between
the monolingual and the bilingual groups.
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6.4.1 Summary of Findings

Reaction to Nonverbal Behavior and Appearance

Across all six groups, participants had mostly positive reactions to the interviewer’s
nonverbal behavior in this video, mainly because the Arabic-speaking interviewer in the Low
engagement video did not show any of the behaviors they did not like in the previous two
videos, such as giving long, verbose explanations or stepping in the house without being
told J==& (come in). Participants liked the interviewer in this video because she gave
concise explanation, started with a cordial greeting, made more eye contact, and read off
the script less and did not enter the house. Excerpt 27 summarizes this overall reaction.

Excerpt 27. [A6 Lines 1377-1407]

P8: Her appearanceis nice and neat. Also, she shortened her speech. She didn’t
talk a lot. She didn’t explain more and more every time.

M: Does anyone have a remark?

P1: I agree with her opinion.

M: You agree with her opinion?

P1: [Nodding in agreement]

P13: Another positive thing is that this time she was making more eye contact with

the respondent. Meaning, she wasn’t reading the whole time. This eye contact
with a human being standing in front of you, gives him importance and
respect. If I'm speaking to you, and you’re looking somewhere else, this
erodes a lot of the trust and connection between people. So here, she gave
more time for interacting face to face with that human being standing in front

of her.
P9: In this case, she didn’t go inside. [Smiling] | liked that.
Group: Hhh
P9: She was brief. She didn’t enter. Perfect! Uh, she spoke with kindness ... and

that she can do the form at the door.

Reaction to Verbal Behavior

In this video, some participants noticed notice that the interviewer’s explanations were
shorter and her tone sounded more natural. They liked these changes.

In the video, the interviewer greeted the respondent with a traditional Islamic greeting s>\l
~Sile (peace upon you) after noticing an Islamic symbol on the front door. Participants,
especially in Group A2, liked that very much. Participantsin Group A5 also liked that the
interviewer started the conversation with an apology for bothering the respondent.

On the other hand, some participants in Group A3 suggested that the interviewer should ask
respondentsif they are the head of the household, instead of asking if they live at that
address. Some participants in two groups (A2, A4) commented that the interviewer should
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start the conversation by asking if it is a good time for the respondent to talk or if the
respondent has 10—15 minutes to talk to ensure full attention fromthe respondent.

In one group (A4), participants showed mixed reactions to the interviewer’s persistence.
While most participants felt that was a good way to get the job done, one participant
[A4-P15] felt that the interviewer should have withdrawnwhen the respondent repeatedly
said he was tired and did not have time. Excerpt 28 illustrates this discussion.

Excerpt 28. [A4 Lines 1494—1535]

P15: The timing! I’'m busy and just came from work. I'm not in a position, even for
10 minutes, with the way she was insisting, | will not do it or write or
whatever. Give me an appointment for another day, after work ... or evengive
it tome and I'll send it back by mail. | shouldn’t fill it out on the spot.

M: Anyone else sees something negative?

P13: {Note: starts talking at the same time as M} ???, to the contrary, | saw that
as a positive. She needed to convince him.

P8: She convinced him.

P15: But I'm not convinced, I'm tired and | can’t.

P14: He might lie and not say the truthand rush through the formto finish it. If
he’s tired ...

P13: Maybe he’s saying he’s tired in order to avoid them. You know how we are.
We do that {Note: uttered in English: we do that}

M: OK.

P13: Positive. Her persistence is positive.

M: You see her persistence as positive?

P8: Yes.

P13: Yes. She didn’t insist a lot. She can’t just leave when he tells her “no” the first
time.

P15: Three times, three times, | had enough already. Three times she kept saying
10 minutes, I'm telling you I just got here and I'm tired and | just finished
work???

Although [A4-P15] was the only one in her group who felt uncomfortable about the
interviewer’s persistence, another participant in Group A5 [A5-P14] also commented that
the interviewer kept insisting without accommodating the respondent’s situation. Both
participants suggested that the interviewer should be more flexible about this, suchas
giving him an option to make an appointment for another visit or leaving the questionnaire
so she could come back later to pick it up.
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Reaction to Key Messages

Two key messages received positive reactions fromall six Arabic-language focus groups:
the mandatory nature of participation and the burden statement. Both messageswere
slightly modified from the baseline version to fit for the Low engagement mindset, and
participants noticed the differences. In other words, in the Low engagement video, the
mandatory nature message immediately follows the interviewer saying that census
participation applies to everyone living in the United States regardless of citizenship or
immigration status. In the burden statement, the interviewer states that “the form
completion can be done right here. | do not need to enter the house.”

As for the mandatory nature of participation, participants found it especially convincing to
know everyone s required to participate by law “even if you are not an American citizen,”
“because you live in the United States.” Many participants took it as an assurance that
residents must participate regardless of theirimmigration status. Excerpt 29 depicts this
feeling.

Excerpt 29 [A4 Lines 1479-1485]

P15: One positive is when she explained to him that it doesn’t matter what his
immigration status is.

M: What do you mean by that?

P15: I mean, if | was scared about being here because my visa expired or

whatever {Note: uttered in English: expired or whatever} ... and I was
scared ... so she explained to me that there will be no harm to the
respondent.

What was interesting is that participants did not mention the “immigration status”
specifically when they reacted positively to the message that “no sensitive question will be
asked” in the Fear/Mistrust of government video. Rather than “immigration status,” the
participants mentioned mostly not asking about “social security (numbers)” and then about
“religion” as the reasons why they liked the “no sensitive question” message. However,
when the interviewer said “you have to participate even if you are not a U.S. citizen” to
indicate that this legal requirement applies to everyone living in the United States, this
becomes a more reassuring way to say that “the immigration status does not matter to the
Census Bureau” [A2-P2, A4-P15]. This way, the legal requirement was encouraging rather
than intimidating, becauseit is a right and duty for everyone lives in the United States.
Excerpts 30 and 31 describe this feeling:

Excerpt 30. [A6 Lines 1568—1573]

P5: They just said it would not make a difference whether one has citizenship or
not. Meaning, thatit is for everyone, they’re saying, for the population
number as a whole. There’s no discrimination.
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Excerpt 31. [Al Lines 527-529]

P10: Boosting the self-esteem of immigrants, in light of the current political
situation and the offensive anti-immigrant’s media. Telling the respondents
that they are Americans, have the same rights like everybody else and a rule
of law is in place, and the census is for their benefit.

Participants across all six focus groups also liked the burden statement in the Low
engagement video. Interestingly, while the male participants tend to focus on the “it takes
only about 10 minutes” part of the message, participantsin female groups (A4, A5, A6)
noticed the “l don’'t need to enter your home. We can fill the form out right here” part more.
Not worrying about whether to invite the interviewer is a “very important positive” [A5-P4]
to many female participants, because they are the ones who are more likely to be at home
during the day when a Census interviewer comes to visit. Excerpt 32 summarizes this
feeling.

Excerpt 32. [A5 Lines 1142-1143]

P10: I would worry if they must come in the house, but since she said we can
complete it outside, then | would not have a problem.

On the other hand, participantsin two groups (A1, A2) had a similar misunderstanding to
another message. In the video, in one scene, the respondent said, “l don’t see a reason
why | have to fill out the form,” and the interviewer explained how the census datais used
to provide benefits that he and others may need. Some participants in these two groups felt
that the respondent’s question was not answered. They interpreted “why | need to fill out
the census form” as another way of asking whether participating is mandatory or not. They
suggested that the interviewer should give a clear-cut answer, such as “you need to
participate because this is required by law,” and then explain the importance and the
benefit of the census to convince the respondent.

Participants still liked the benefits message in the Low engagement video. One participantin
Al [A1-P10] suggested tailoring the examples of the benefits to the community to avoid
long-winded explanations at the doorstep. For instance, “if the respondentis old, the
interviewer should focus on the benefits to the elderly. If the respondent is young and has
children, the interviewer should focus on the benefits to the youths and children such
hospitals, schools and childcare” (Al Lines 510-513). Although this point was raised by a
single participant, adding flexibility to the interviewer’s explanationis important to consider.

Unlike in the previous videos, most participants across all six groups said they would
participate if they were the respondent in this video. The benefits message was still the
most influential factor for many participants. That the interview can be done outside was
another reassuring factor to some participants. Some other participants found the legal
requirement and that only simple demographic questions will be asked to be convincing. For
the few participants who were not willing to participate, the timing of the visit and the visit
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itself were the main reason for not wanting to participate. Some participants (A3-P10,
A4-P7, A4-P14) expressed feeling uncomfortable with completing the formwith the
interviewer and said they would prefer filling it out online or by mail on their own, if it is still
allowed when the interviewers are already out in the NRFU operation.

Reaction to Culture-Specific Features

One culture-specific feature observed was a couple of participants in Group A3 who
commented that whenthe door opens, the interviewer should ask if the respondent is the
head of the household. To them, this is important because in Arab culture, the head of
household is the legitimate person to answer about, or to allow someone to answer about,
the household.

6.4.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

We observed no striking differences between findings from the monolingual and the
bilingual groups. In almost all aspects, where we observed positive or negative comments
from the bilingual groups, similar reactions were found in the monolingual groups. The only
slight difference was that two out of three bilingual groups (A2, A4) suggested that the
interviewer should ask about the respondent’s time availability at the beginning.

6.5 Summary of Overall Reactions across the Four Videos

6.5.1 Most Encouraging Messages

No single message motivated the Arabic-speaking participants in all six focus groups.
However, discussions across the four videos suggest that the following key census
messages worked well for the Arabic-speaking community. These messages are clear, are
culturally appropriate, and sound natural in Arabic. The messages that are perceived as
most encouraging or effective are as follows:

= Benefits of the census datato local communities, especially to the Arab community
(A1, A2, A4, A5, A6)

* Legal requirement for census participation (A1, A3, A4)

= Confidentiality assurance for protecting personal information and privacy (A3, A5,
AB)

= Importance of census and use of census data for funding allocation (A1)

In addition, the following three messages were featured in only one of the four videos but
were found to be most encouraging by Arabic-speaking participants:

= Census participationis a civic duty to all U.S. residents regardless of their citizenship
or immigration status (Low engagement: Al, A2, A4, A5).

= Any information breach will result in legal penalty, such as fine, prison, or both
(Fear/Mistrust of government: A5, A6).
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= No sensitive questions will be asked and census questions are simple (Fear/Mistrust
of government: A2, A3).

Besides the verbal messages, the way in which these messages are delivered also plays a
vital role. The following features shownin the videos were described as encouraging:

(1) the interviewer handing out the Security Warning Card as a proof of confidentiality (A3);
(2) the interviewer presenting the Census ID Badge as a sign of legitimacy (A4); and

(3) the interviewer’s thorough explanation and sincere attitude (A5).

6.5.2 Most Common Concerns or Reasons to Refuse to Participate in the
Census

The focus group participants discussed the likely reasons that would deter Arabic speakers
to participate in the census. Five main concerns or reasons were mentioned by the
participants:

= Concern of sharing personal information and its security (A1, A2, A3, A4, A5, A6)
= Fearof government or unspecifiedfear (A2, A3, A4, A5)

= Interviewer’s attitude, demeanor or appearance (Al, A4, A5, A6)

= Timing of interviewer’s visit (A4, A5, A6)

* No advance notice (A1, A6)

* Language barrier (A4, A5)

Participantsin some groups mentioned there are two types of people who are not willing to
participate in census: (1) those who are undocumented or whose immigration status is not
secured (mentioned in A3, A4, A6); (2) and those who lack knowledge about the census or
about U.S. society in general (A1, A5).

The Arabic-speaking focus group participants did not reach a consensus on a single biggest
hindrance for Arabic-speaking immigrants’ participation in the census. The concern about
sharing personal information was still mentioned most frequently in four groups (A2, A3,
A5, AB), followed by mistrust of the government, which was mentioned in three groups (A2,
A4, A5). Participants suggested that intensive media advertisements and campaign via local
communities such as schools, mosques, and other community organizations would alleviate
fear and doubt about census participation and the interviewers at their doorsteps. The
interviewers and any materials presented by the interviewers should also look legitimate
and official. They suggested wearing a uniform with a visible Census Bureau logo on it and
providing business cards for the interviewers to hand out to respondents to gain trust. Some
participants also suggested adding a more-prominent logo or emblem to the current
Language ID Card and the Security Warning Card because they do not look legitimate
enough in their current design.
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6.6 Recommendations

Findings from the Arabic-language focus group discussions show that several common
themes emerged on which messages worked and which behaviors are appropriate in each
situation. Based on these findings, we have two sets of recommendations: the first setis on
the language barrier situation and the second set is on the three other situations
(mindsets). The language barrier situation is different fromthe other three; therefore, it is
treated as a separate itemin the recommendations.

6.6.1 Recommendations for the Language Barrier Situation

Interviewer Behavior and Appearance

The interviewer’s attire is identified as one of the crucial factors for the interviewer to win
trust from a non-English-speaking respondent at the doorstep. If the interviewer’s attire
shows the interviewer’s affiliation, it would be more likely to ease the respondent’s fear of
opening the door to a stranger, as the fear mostly comes from safety concernsor the
legitimacy of the Census interviewer.

Therefore, we recommend designing a vest or t-shirt with the Census Bureau logo onit. The
logo should be large enough and prominently placed on the t-shirt.

There are two behavioral recommendations for the English-speaking interviewer. First, after
ringing the doorbell, we recommend that interviewers step aside from the front of the door
so they do not face the interior of the house directly when the door is open. Second, when
the interviewer recognizes the respondent does not speak English, we recommend that the
interviewer speak clearly, without raising his or her voice. The interviewer should maintain a
warm and gentle attitude to help respondents feel comfortable with the language barrier
encounter.

Language ID Card

The current placement of the Arabic language on the Language ID Card is not an issue for
Arabic-speaking respondents because Arabic is the fifth language listed in the front page.
However, we recommend the Census Bureau consider improving the design to make it look
more official. Printed materials being “official looking” is important to Arabic-speaking
immigrants because they are often suspicious of people claiming to be a government official
and asking for personal information. If possible, we recommend adding a dark-blue Census
Bureau logo or an embossed emblem to avoid an impression that the Language ID Card can
be photocopied by anyone.

There is a potential feasibility issue when the Language ID Card is used alone to obtain
telephone number from Arabic-speaking respondents.

= Informational sheet or brochure: Many Arabic-language focus group participants
wanted to have more information before they give their personal information. We
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believe a multilingual brochure was designed for informational purposes in mailings.
We recommend that the Census Bureau consider handing out this brochure at the
doorstep if the interviewer encounters a non-English-speaking household.

Business card: Most Arabic-language focus groups consistently recommended that
the interviewer hand out their business card. Providing personalized business cards
to all interviewers might not be realistic in the NRFU operation. However, we
recommend that the Census Bureau consider a way to address the idea of business
cards to build trust from Arabic-speaking households. Forinstance, if written
material is to be handed out by the interviewer at the doorstep (e.g., information
sheet, multilingual brochure), the Census Bureau can consider adding a space to
write the interviewer’'s name and contact information on the printed material.

6.6.2 Recommendations for the Unaware, Fear/Mistrust of Government,

and Low Engagement Mindsets

For the Unaware, Fear/Mistrust of government, and Low engagement mindsets, we propose
the following:

One standard description of instructions for interviewers that includes culturally
appropriate nonverbal behavior and appearance.

One standard opening statement that includes all crucial messages expressedin a
culturally appropriate manner.

Additional messages that might be most useful in addressing different types of
mindsets or concerns and should be tailored to reflect each respondent’s interest
based on the respondent’s reactions and characteristics.

No certain/desirable order of the messages, but protecting personal information and
time burden (10 minutes to complete the census form) should be communicated
earlier becauseit is a concern shared by most people.

Appropriate verbal reactions such as = (yes) or 42| (eh) to show that interviewer is
listening.

Exhibit 6-1is a summary of these recommendations.



Multilingual Research for Interviewer Doorstep Messages

Exhibit 6-1. Summary of Arabic-Language Recommendations for the Mindsets
of Unaware, Fear/Mistrust of Government, and Low Engagement
1. Interviewer’s verbal and nonverbal behavior and appearance
Appearance In addition to what is described in the current video scripts, include the following:
* Wear a vest or t-shirt with the Census Bureau logo on it.
= Wear conservative clothing (i.e., not revealing) to be respectful to Arab
households. Long sleeve shirts, long pants or skirts with the hem below the
knee is recommended.
Verbal and We strongly recommend pairing up a male and a female interviewer for Arabic-

nonverbal behavior

(culture specific) women do not talk to men.

speaking households. In some Arab communities, men do not talk to women and

* Ring the doorbell and step aside. Interviewer should not stand right in front of
the door when the door open, out of respect for women and children who

might be inside the house.

= Hold the ID card for 10 seconds.

* If the respondentinvites the interviewer to enter the house, enter ONLY after
trust is established and ONLY if interviewer feels comfortable and safe.

* Make eye contact, but not fix the gaze.

= Maintain friendly and respectful attitude at all times.

= Use MSA. Switch to the local dialect if the interviewer shares the dialect with a
respondent to build rapport. Add appropriate verbal reaction such as a* (yes)

or 4 (eh) to show the interviewer is listening.

= Be mindful of maintaining proper speed and tone when speaking.

2. Standard Opening Statement (for all three mindsets)
After the respondent answers the doorbell, the interviewer states the following in all situations:

Arabic

English

*  GREETING

L e

pSale bl

ol Fla

Al elise

gle Y e Tse

* IDENTIFICATION

[NAME] (sas!

S a5 Al dlaadll uiSal Jae ) Bl 5 238 43e S

= EXPLANATION OF NRFU

O siad) 1agd b 51l Il w5 jlaiand Al o
Gl

. GREETING
Hello [Marhaba, neutral]

Peace upon you [Preferred if it is certain that the
household is Muslim]

Good morning [neutral, optional]
Good afternoon [neutral, optional]
Pardon me, I've bothered you.

= IDENTIFICATION

My name is [NAME] and | work for the bureau of
counting people [Census Bureau]; it's a
governmentagency. This is my ID.

= EXPLANATION OF NRFU

We did not receive the person counting form
[census form] that was previously mailed to this
address.
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Exhibit6-1. Summary of Arabic-Language Recommendations for the Mindsets of
Unaware, Fear/Mistrust of Government, and Low Engagement
(continued)

2. Standard Opening Statement (for all three mindsets) (continued)

Arabic

English

. PURPOSE OF VISIT
O sl 13gd 5 jlais¥) L & BacLusall Ui U

- CONFIDENTIALITY/ REQUIRED BY LAW

4 saninn i o gl lgdde dtm‘ug;;m Sl glaall JS
es;,‘li.q)hma_ﬂ\‘;é A il o WS Q)stﬂ\?sa._a@)u&\
il shaal) (30 33 al) L A8l oa Jumih ¢y A,
[Show Security Warning Card]

* NO SENSITIVE INFORMATION COLLECTED/
SIMPLE CENSUS QUESTION

o imddl (el e Alagdaay 3 Y lazll
F Gl g i) e Aagasy iy 3y 5 Jaé e laiaY)

. BURDEN
Jial Jsadldala Vs (382 10 Jsa glias,

. WHAT IS CENSUS
5\ el 8 sl Galil) JS el dilan) dulee dlanil)

»  IMPORTANCE/BENEFITS OF PARTICIPATION
e oSl g ahaliall chlaliia) pasildagae il gleall oda g
Gl el 5 cileaal

*  ASK FOR HELP

oSiad e liigeiglilee elaf b iae L SIS jLiie il
PONE

il (S5 aainal) 5 pSiihaie

f)ag Ja

=  ADDRESS VERIFICAITON

] & ba oS Ja celliad (ADDRESSS]

* PURPOSE OF VISIT

I am here to help with filling out the form for this
address.

* CONFIDENTIALITY/ REQUIRED BY LAW

All information | receive [from you] today will be
confidential according to the law, and participation
in the counting people [census] is required by law.
Here’s more information. [Show Security Warning
Card]

* NO SENSITIVE INFORMATION COLLECTED/
SIMPLE CENSUS QUESTION

We do not need any information in regards to your
immigration status or social security; we just need
simple information like the sex, age, etc.

= BURDEN

We kindly request about 10 minutes; we do not
need to enter the house.

*  WHAT IS CENSUS

The counting people [census] is an operation of

counting all people that live in the United States
and is done every 10 years.

. IMPORTANCE/BENEFITS OF PARTICIPATION

The census information is important because it will
be used to identify the needs of the areas,
infrastructure, and services for the people.

* ASKFOR HELP

Please, your participation will help us in doing our
job, to serve you, your area and community in a
better way.

Shall we start?

= ADDRESS VERIFICAITON
May | ask, do you live here at [ADDRESS]?

(continued)
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Exhibit6-1. Summary of Arabic-Language Recommendations for the Mindsets of
Unaware, Fear/Mistrust of Government, and Low Engagement
(continued)

3. Additional messages that might be most useful to address different types of

concerns/mindsets

If the respondent shows unawareness of the U.S. census, fear or mistrust of the government, or low
engagementin civic duties, the interviewer can use the following messages after the opening

statement to address each type of concerns:

Arabic

English

. IMPORTANCE OF CENSUS

il agad Loy qpanll AS e e aaing 5 agae (38201 olaadll
G P Y] RTRRCH I J (IR EN VA D N O A
skl el Jie adine JS gl cilaliia)

Ao e gt gl pdgis 3okl G laall s lddial)

<<MIGHT BE MOST USEFUL FOR UNAWARE
MINDSET/ LOW ENGAGEMENT MINDSET>>

* PARTICIPATION AS CIVIC DUTY AND RIGHT
saniall LY Gl A Gy (add IS e S sl gl
Ol s sa

alaxill 8 AS L) Ul 5l agsd Lay aead) e sy
<<MIGHT BE MOST USEFUL FOR LOW

ENGAGEMENT MINDSET/FEAR MISTRUST OF
GOVERNMENT=>>

= CONFIDENTIALITY WITH STATISTICAL
USAGE

Ol ixg 138 Alan) (S 385 5 ba pand Sle sleall €
e Luad ) il glae 943 pull 45 garian A5 Gy sal
...:S 2

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST=>>

= CONFIDENTIALITY ASSURANCE WITH
PENALTY UPON BREACH

oy oS peY) S daetl) (i () ol R5f e s
Lﬁymw\ | als ﬁ@l?...d\ J\Jf_.u\k?\is.&\‘#}&é
Jaale Lals e glaa (sl izl 13 5 jainy) 4 5o
Laa Y o dal e adal S e

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST>>

- IMPORTANCE OF CENSUS

Having an accurate census is very important. It
relies on everybody’s participation, which
includes me and you. The results help the US
government to make decisions to meet the needs
of the residents of each community, like building
or improving hospitals, roads, schools, jobs, and
more.

<<MIGHT BE MOST USEFUL FOR UNAWARE
MINDSET/ LOW ENGAGEMENT MINDSET>>

= PARTICIPATIONAS CIVIC DUTY AND RIGHT

It is a civic duty that everyone that resides in the
United States participates in the census. It is
required that everyone including me and you
participate in the census.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT MINDSET/FEAR MISTRUST OF
GOVERNMENT=>>

= CONFIDENTIALITY WITH STATISTICAL
USAGE

All the information gathered together is
presented in a statistical manner. This means
that your answers will remain guaranteed
secrecy [confidential] and your personal
information undisclosed.

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST>>

= CONFIDENTIALITY ASSURANCE WITH
PENALTY UPON BREACH

Let me assure you that the American Bureau for
the counting of people respects your privacy and
protects the secrecy [confidentiality] of your
information.

All the employees from the Bureau for the
counting of people have taken an oath to keep
the answers on the form secret. If | divulge any
private information, | will go to jail or pay a fine,
or both together.

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST>>
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Exhibit6-1. Summary of Arabic-Language Recommendations for the Mindsets of
Unaware, Fear/Mistrust of Government, and Low Engagement
(continued)

3. Additional messages that might be most useful to address different types of

concerns/mindsets (continued)

Arabic

English

= ASSURANCE OF NO NEGATIVE
CONSEQUENCES OF PARTICIPATION

iy i Jae oS i
Vs oS sil Aelle g oy Lib dallal
O hila glas Gpua ad g3y Jle Blaally a5k ¢ 5l
Alanill (iSa e A Sa A5 6Y il shra o 0SS
& leadll pral .Lééem Tt 8 ga @‘t\.m i Lo |
) -'Jj“ “.
<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST
OF GOVERNMENT>

) OVERALL BENEFITS OF CENSUS DATA
Baail S dlaxdl) e Gle sleal) Janiod 4 &al
A 5 agilala 5 LS . e Ghl Clalial
OLSM]\ Slaluia) Cres jS\JA ¢l }i ):.’}L’:‘-‘
<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT AND UNAWARE>

*  TAILORED BENEFITS (YOUNG PARENTS)
Ailaiall & JUlaY) 5 QL) e el 3 g 5 dlaedll 55 13
aninal) 3ae Ll 3 5 anadd Gf da Sall (Sas
e 8 5o shaelaial S yesliy o sk
kY

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

*  TAILORED BENEFITS (ELDERLY CITIZEN)
OSan | (A Cpineall (g sl 3 ga gy  SSLN ol (3 13
59 Jie el Glaadl O gai anadd o da KAl
<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

= TAILORED BENFITS (ARABS)

ledinie 8 o pall e sl 2 sa 5 SIS Slaaill 1 1)
G (e }t_l‘):ﬂ‘\_}cuﬁa\ S e el (SeaDlia
O 2 3all s g g 5 Sleaddl (e 3y Jall 5d el
Y Al all Aeadd iy jall Aadl) _alSial cailds )

A SV O s

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

* ASSURANCE OF NO NEGATIVE
CONSEQUENCES OF PARTICIPATION

Your participation is appreciated and will be used
to bring you more benefits. It will not affectyou
in any way. And because the law guarantees
confidentiality and privacy, we do not divulge
your information to any government agency
other than the Census Bureau. The results will
only be used to improve services for your
community.

<MIGHT BE MOST USEFUL FOR FEAR/MISTRUST
OF GOVERNMENT=>

* OVERALL BENEFITS OF CENSUS DATA

The government uses the information from the
census to find out the needs for areas based on
the residents and their needs to build or improve
centers depending on their needs.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT AND UNAWARE>

* TAILORED BENEFITS (YOUNG PARENTS)

If the results of the counting reflect many youth
and children in the area, the government could
allocate funds to help the community by building
or improving schools and child care centers.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

= TAILORED BENEFITS (ELDERLY CITIZEN)

If the census showed many seniors in a
community, the government could allocate funds
for services for the elderly like nursing homes,
hospitals, and transportation.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

= TAILORED BENFITS (ARABS)

If the census results show that many Arabs live
in a city then the government will allocate
funding for the Arab community. For example:
they could build community centers for Arabs
and schools that teach the Arabic language and
more services. And they will create more jobs for
Arabic speakers to serve Arabs who do not speak
English well.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>
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6.6.3 Recommendations to Avoid I neffective Verbal and Nonverbal
Messages and Behaviors

We recommend that the interviewers avoid verbal and nonverbal messages and behaviors
that would alienate the respondents. Discussions across the four videos show that it is less
desirable for the interviewer to exhibit the following verbal and nonverbal behaviors:

= Standing right in front of the door when the door is open
= Standing too close to the respondent

= Speaking too quickly

*= Speaking too robotically, as if reciting from a script

= Speakingin elevatedtone or lowered tone

= Stepping in the house without getting the permission of the respondent

The following messages or presentation of messages are perceived as ineffective, and we
recommend that interviewers avoid or minimize themif possible:

= Requesting a phone number from the respondent without explaining why. In a
language barrier situation, we recommend providing a multilingual information
handout (e.g., a brochure) so the respondent can understand the purpose of the
census and trust the interviewer’s legitimacy.

= Using a neutral greeting like b~ = (hello). This was not effective, and many
participants suggested more cordial greetings to create a friendly atmosphere. The
traditional Islamic greeting 4l Sie (peace upon you) was most preferred, but it
should be used with caution, because not all Arabs are Muslims. We recommend
using 2l Sile (peace upon you) if the interviewer can clearly tell the respondentis a
Muslim (e.g., by clothing, religious symbols) and using neutral yet cordial greetings
otherwise, as documented in the second section of Exhibit 6-1.

= Asking the question “May | ask, do you live here at [ADDRESS]?” too early, before
respondents understand the purpose of visit and why they are asked to participate.
We recommend asking this question at the end of the introductory statement if
possible (see the second section of Exhibit 6-1).

* Presenting the Security Warning Statement too late in the interview. This should be
presented at the early stage of the interaction along with verbal assurance of
confidentiality.

= Providing the burden statement (it takes only 10 minutes) too late in the interaction.
Many Arabic-language focus group participants suggested asking “Is this a good time
for you to talk?” or “May | take 10 minutes of your time?” right after the
interviewer’s greeting. We recommend stating “it takes 10 minutes” in the
introductory statement instead of asking about respondent’s time availability to
facilitate the communication.
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7. FINDINGS FROM SPANISH-LANGUAGE FOCUS GROUPS

In this chapter, we report findings fromthe Spanish-language focus groups, summarizing
their reactions to the four video scripts reviewed during the focus group discussion. Findings
are presented in the order of the video scripts reviewed and discussed in the focus groups:
Language barrier, Unaware, Fear/mistrust of government, and Low engagement mindsets.
For each video script, we document findings in terms of focus group participants’ reactions
to the interviewer’s nonverbal behavior and appearance, verbal behavior (e.g., words used,
tone), key messages, and cultural specific features. We also summarize major issues and
concerns that emerged from the group discussions. To facilitate transparency in the
reporting of the analysis, transcript excerpts are accompanied by their focus group ID
number as specified in Exhibit 2-5 in the Methods chapter.

7.1 Language Barrier

7.1.1 Summary of Findings

Generally, participants did not like the idea of a Census interviewer showing up
unannounced at their doorstep. Even though the focus group moderator explained in her
introduction that two mailings are sent to addresses before a Census interviewer is sent to
visit the household, participants did not think the letter would have informed the household
that this would happen. Thus, to them, the visit was entirely unexpected. Furthermore, with
Limited English Proficient (LEP) households, it would not be surprising if the letters went
unopened, or at the very least, not fully read. For this reason, participants recommended in
some groups that a written notice be sent to addresses before a personal visit. This was
mentioned in several groups. In S2, for example, a participant mentioned that she would
not have talked to the interviewer if she knocked at her door, and recommended that a
written notification be sent to the household informing them that an interviewer would visit.

The Language Identification Card was generally well received and participants had no
difficulty finding the Spanish text. They felt the card was useful in the scenario of a
language barrier situation but had some recommendations for changesto the card.

Reaction to How the I nterviewer Handled the Situation

Participants generally had some positive and some negative impressions about how the
interviewer handled the situation. Some remarked how, upon realizing that the respondent
did not speak English, she acted in a polite and friendly manner, striving to communicate
despite the language limitations. In S1, S2, and S4 some participants liked that the
interviewer identified herself, and tried to communicate with the respondent even though
she did not know Spanish. A participant in S4 liked that the interviewer knocked gently on
the respondent’s door.
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Participants liked that the interviewer was friendly and that she tried to find a way to
communicate with the respondent. She did not appear annoyed with the situation or the
respondent. In S4, participants found her patient and friendly; they liked that she was
always smiling. In S6, a participant [P10] mentioned that she liked the fact that whenthe
respondent said “No English,” the interviewer responded, “Don’t worry,” and tried to make
the respondent feel comfortable. In S3, participants liked that the interviewer was friendly
and that she tried to find a way to communicate with the respondent. However, some
participants thought that the interviewer was too insistent, even when she could not
communicate with the respondent.

In S2, a few participants felt that the Census Bureau should have sent a Spanish-speaking
interviewer, and someone suggested that Census interviewers should work in teams with a
bilingual interviewer when they go out in the field. In S3, two participants did not like it at

all that the interviewer did not speak Spanish.

Another theme that emerged from the discussions was that the interviewer spoke too fast
for an LEP respondent to have a chance to understand. In four of the groups (S1, S2, S4,
and S5) there were spontaneous comments about this. In S1, a participant explained that
non-English speakers might understand a little if someone speaks slowly, and other
participants agreed.

Excerpt 1. [S1 Lines 168-169]

P8: Hable un poco mas lento. Al ver que no habla inglés... hablar un poco mas
lento. Porque hay personas que a pesar de que no hablan inglés, a la mejor
entiende una que otra palabra. (Please speak a little slower. Upon seeing she
does not speak English... to speak a bit slower Because some people—despite
not speaking English, perhaps they understand a word or two.)

Participants with a similar opinion explained that people who know little English are
sometimes able to understand a few things when the speaker speaks slowly, and all other
participants agreed. Some participants felt that the interviewer started to speak English
immediately and very fast, assuming that the respondent spoke English. Others added that
the interviewer should take her time when speaking to make sure the respondent
understands what she is saying.

A participant [P3] in S6 suggested that the interviewer first ask, “Do you speak English?”
before saying anything else. Presumably, this would let themknow if they should use fewer
words or speak at a slower speed.

Besides their specific reactions to the interviewer in the video, reflecting about what would
be best in a language barrier situation, several participants took issue with the interviewer
not being bilingual. In S6, a participant explained that when he first arrived to the United
States he just would not open the door to someone who did not speak Spanish, and he
thought this would be the case with most non-English-speaking respondents.
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In S6, some participants felt that Census interviewers should generally be bilingual and be
assigned to different neighborhoods and areas based on the languages they speak. Another
participant suggested having two interviewers visit each house, one who speaks English and
one who speaks the language that is known to be predominant in the area. But other
participants disagreed because they thought that two interviewers at the door would be
more intimidating and costlier for the government.

In the same group, several participants felt that the interviewer should have had some type
of telephone helpline available at the moment of the visit to be able to connect the
respondent by phone with someone who spoke her language.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

With regard to how the interviewer was dressed, there were varied opinions. For instance,
in two groups (S4 and S5) participants were positive about her clothing.

Excerpt 2. [S5 Lines 184—-185]

P9: La apariencia pienso que estaba bien, porque cuando uno va a hacer una
encuestadebe de andar lo mas cémodo, ¢verdad? (I think the way she looked
was ok, because when you go to do a survey you should be as comfortable as
possible, right?)

Participants generally felt that the interviewer was dressed appropriately, casually but
“nice,” and not overdressed. There was only one participant that did not like the way the
interviewer was dressed; she felt that she looked too “sporty” and she wouldn’t inspire her
trust if she came knocking on her door.

Excerpt 3. [S6 Lines 242—-245]

P2: Okay, bueno, primero pues pienso que cuando no... y mas un censo que es
tan serio... el uniforme tal vez, tiene que ir vestidos de otramanera, no ir
como tal de “sport” o el simple carnet, sino pues el logo del censo. Da mas
confianzacuando uno abre la puerta de su casa, como que... bueno, esta
uniformaday... y pues fundamental que sepa el idioma. (OK well, first I think
that when not... and more so for a census that is serious business, the
uniform perhaps, they have to dress differently, not go wearing “sporty”
clothes, or just [show] the plain ID card, but the Census Bureau logo instead.
It makes you feel confidence when you open the door of your house, like ...
well, she is wearing a uniform and ... and it’s essential that she speak your
language.)

Because of how the amateur actor playing the interviewer looked in the direction of the
teleprompter (which was situated inside the apartment) while she was talking to the
respondent, participants had negative comments about the interviewer not maintaining eye
contact with the respondent. In S4, participants thought the interviewer was checking out
the inside of the apartment. One participant [P6] felt that the interviewer’s attitude was
very “demanding” and the reason why she was looking inside the house was that she

7-3



Multilingual Research for Interviewer Doorstep Messages

wanted to getinside without having been invited. In another group (S3), however,
participants remarked that they liked how the interviewer maintained eye contact with the
respondent all the time.

Reaction to the Language 1D Card

Overall, participants liked the idea of the non-bilingual interviewer having a Language
Identification Card to learn what language the respondent spoke. They also agreed that the
Language ldentification Card was a very useful tool for communication in a situation like the
one depictedin the Language Barrier video. In S1, participants viewed the Language ID
card as positive because it showed an effort to communicate with non-English speakers. In
S2, this was the case as well, and additionally all participants liked how the interviewer used
the language card. However, someone felt that the flash card was too busy, that it had too
much text onit, and others agreed. One participant (P3) in S4 added that the message on
the card was “clear, short, and concise.”

Across groups, all participants found the text in Spanish without difficulty and all said that
identifying their own language was easy. The placement of Spanish immediately below
English may have made this comparatively easy. In S5, some participants mentioned that
even though Spanish appeared first in the list of languages, they thought any language
would be easy to find, that “anyone could quickly identify their language.” [P4]

Generally, participants had negative reactions to the request for a phone number. First, in
the video, before seeing the Language Identification Card, they disliked that the interviewer
asked for the phone number and they doubted that respondents would provide their true
phone number to the English-speaking interviewer.

In S3, a participant [P2] felt that the interviewer was a little “pushy” [termuttered in
English] when she asked for the respondent’s phone number. He felt that respondents who
did not speak English would not know what the interviewer was talking about and would be
suspicious. Two other participants agreed and added that they would not provide their
phone number to someone who did not speak Spanish. In S5, the idea of the interviewer
being pushy came up again, and a participant felt that the respondent in the video looked
scared. In S4, some participants also did not like the way the interviewer asked for the
respondent’s phone number. One of them [P5] felt that the interviewer was being too
“direct,” and that asking for a phone number was very “personal.”

Participants—as well as the monolingual respondent in the video—have no way of knowing if
the phone that the interviewer hands themto enter their telephone number is a Census
Bureau device or the interviewer’s personal cell phone. In S4, a participant [P4] did not like
that the respondent had to enter her phone number directly into the interviewer’s phone.
He felt that writing it down on a card provided by the interviewer or an official document
would have been more “legitimate.” In S1, several participants felt the respondent in the
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video distrusted the interviewer, and that people in that situation would be unlikely to
provide their correct phone number. Participants in this group spoke about distrusting a
stranger coming to their house and how to know if the interviewer really worked for the
census.

Excerpt 4. [S1 Lines 90-93)

P3: ...que una desconocida, aunque lleva la identificacion que trabaja parael
censo... que una persona que llega a tu casa un dia y te pida tu teléfonoy que
sea para... no sé hay muchas personas que también se pueden negar a da su
informacion, por ejemplo, sunimero telefénico a una persona sin saber sien
realidad es cierto que trabaja para el Censo. (...that a stranger, even if she
carriesthe ID that (shows) she works for the Census (Bureau)... that a person
comesto your home one day and asks for your phone number and that it’s
for ... I don’t know, many people could also refuse to give a person their
information, for example, their phone number, without knowing if it’s actually
true that she works for Census.

Excerpt 5. [S2 Lines 205—-207]

P10: Ahi usted actla sile va a dar su niumero de teléfono o no porque ya ve que
ahorita hay mucho temor de eso. Tal vez ahi pueden dar cuando llega la del
censo puede dar una informacion, que tenga las preguntas en espafiol y que
pueda...(There you act if you are going to give her your phone number or not,
as you see nowadays thereis a lot of fear of that. Perhaps when the woman
from Census arrives, she can give some information, that has all the
gquestions in Spanish and that can...

Excerpt 6. [S1 Lines 235—-238]

P12: ...Una hojita en la que pueda anotar sunombre, la direccidony que ella ponga
su nimero de teléfono y darle el nUmero de alguien para que se comunique
con ella en espafiol. Porque si yo doy mi nimero, no se lo voy a dar correcto
y si le doy el mio a la mejor no contesto. (Asheet where you can write down
your name, address and she can write her phone number and give you the
number of someone with whom you can communicate in Spanish. Because if |
give my number, I will not give the real one, and if | do give my actual
number, perhaps | will not answer a call.)

This idea of providing a fake phone number was also present in two other groups (S2 and
S3) where a participant attributed this to the fact that Spanish-speaking respondents would
feelintimidated by the interviewer and another thought the respondent would give a fake
number just to get rid of the interviewer.

In S6, a participant said that she did not see the need to provide their phone number.
Another participant added that if they needed the phone number to schedule a visit, they
should just mail a note informing the respondents when they should expect an interviewer.

Additionally, in S1 some respondents felt rather than asking the respondent to provide her
phone number, the interviewer should simply make a note that the language of the
household is Spanish, so they could later send a Spanish-speaking interviewer.

7-5



Multilingual Research for Interviewer Doorstep Messages

Excerpt 7. [S1 Lines 191-193, 202—203]

P3: Yo queria decir algo bueno que hizo, pero... como ella sabe hablar espafiol,
tomarle la direccién. Poner, por ejemplo, en estadireccionse habla espafiol, y
entonces tratar de mandarle a una persona que hable espafiol. No coger el
teléfono, sino decir en esta direccion se habla espafiol. (I wanted to mention
something good she did, but... since she [the respondent] can speak Spanish,
she [the interviewer] could take down the address. She could, for instance,
write down that Spanish is spoken at this address, and then try to send
someone who speaks Spanish. Not to get her phone number, but rather note
that at this address Spanish is spoken.)

P3: Que la entrevistadora le ponga, en esta direccion no se habla inglés,
espafiol.... Para que manden por ejemplo alguien que haga esa entrevistaen
esa area solamente en espafol. (That the interviewer write down, at this
address no English is spoken, Spanish... So they will send, for example,
someone who will do this interview in this area only in Spanish.)

In two groups, there were positive reactions to the request for the phone number. In S6, a
participant had initially said that he would not provide his phone number to someone who
did not speak Spanish. However, after seeing the Language ldentification Card, he changed
his mind and said that he would be willing to provide his phone number.

Excerpt 8. [S6 Lines 263—267]

P7: Cuando una persona ya te presenta este tipo de... de documento, hablando de
que estamosen [CITY] y areas conurbanas, estamos hablando de que hay
por lo menos unos cincuenta diferentes... es imposible mandar a alguien que
hable cincuenta idiomas. Entonces, ya viendo este tipo de documentoya
cambiaria la perspectiva. (When a person shows you this type of... of
document, considering we are in [CITY] and suburbs, we are saying that
there are at least about fifty different... it’s impossible to send someone who
can speak fifty languages. So, seeing this kind of document, things would look
different.)

He thought that other people would also provide their phone number after seeing the
Language ldentification Card. In S3, the participants also liked that the interviewer was able
to get the respondent’s phone number and told her that someone who spoke Spanish would
contact her.

Participants had some recommendations for improving the card. In focus group S5, a couple
of participants suggested increasing the font size for the name of each language so it would
stand out. Two participants thought turning the card into a booklet would make it easier to
handle at the doorstep. In S1, a participant recommended adding the interviewer’s name on
the card.

Other recommendations participants made would not be practical to implement for a
number of reasons. For example, in S3, a participant felt that the card should explain in
every language what the census is about. He did not think that having the title at the topin
English with the census logo was enough. He felt that many people who have never
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participatedin the census and did not know what the censusis for would not find the
Language ldentification Card useful. While these are valid points, the number of languages
that need to be covered on the Language lIdentification Card make it difficult to add lengthy
explanations in each language on what the censusis about or other topics.

Other participantsin that group suggested showing each language in a different color to
distinguish between all the different languages. With over 60 different languages, using that
many colors may be difficult and distracting.

Participants had recommendations for changing the content of the text in each language. In
S1, a participant [P14] suggested that instead of saying “Es posible que alguien se
comunique con usted en espafiol,” (It is possible that someone may contact you in
Spanish,) as a declarative sentence, this should be phrased as a question, “;Le gustaria que
alguien le llame en espafiol?” (Would you like someone to call you in Spanish?).

In three of the groups (S1, S2, S4) some participants suggested that the interviewer give
the respondent a printed notification in Spanish. In S1 and S2, this suggestion included that
the printed notification indicate the purpose of the visit, the census, and that someone who
spoke Spanish would visit themlater, and everyone agreed. Another participant
recommended that a printed notification should include a phone number to call in Spanish
to obtain further information.

Excerpt 9. [S1 Lines 242—-244)

P12: Refuerzo un poco lo que dijo la sefiora al principio, deberian también buscar
otro escrito en espafriol, de manera que también tenga los nimeros a donde
se pueda llamar en espafiol, de manera que ella lea y sepa con base de que
se trata ese censo. (I'd like to reinforce a bit what the lady said at the start,
they should also look for some other write-up in Spanish, so it would also
have the numbersyou can callin Spanish, so she would read it and know
what this census is about with some support.)

Another participant suggested that the interviewer should have individual cards for each
language. In S4, participants wished the written explanation in Spanish also mentioned that
another interviewer who speaks Spanish would come back to visit them.

7.1.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Views about how to best handle the situation depicted in the Language Barrier Video and
opinions about the usefulness of the Language Identification Card were fairly similar across
groups, and no particular patterns could be identified that distinguished monolingual
participants frombilinguals.
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7.2 Unaware
7.2.1 Summary of Findings

Reaction to Interviewer’s Nonverbal Behavior and Appearance

In the first two groups, S1 and S2, participants noticed that the interviewer appeared
uncertain of being at the right address. The way the interviewer looked at the apartment
door several times and appeared to check the apartment number multiple times made it
appear so. In S2 a participant recommended and others agreed that the interviewer should
write down the number after checking it once on the door and not look at it again on the
actual door. Generally, across groups participants thought the interviewer should smile
more.

Reaction to I nterviewer’s Verbal Behavior

This was the first video shown after the Language Barrier scenario. Generally, participants
in all groups liked that this time the interviewer was a Spanish speaker. Several
respondents across groups had a number of additional positive reactions. They generally
appreciated that she had answers to every question the respondent raised. For instance,
participants in S1 felt the interviewer was well prepared and that she answered all questions
with confidence.

Excerpt 10. [S1 Lines 387—388]

P3: Me gust6 porque fue una persona preparada y tenia toda la respuesta al pufio
de la mano, que no tuvo ninguna duda en responderle todo lo que ella le
preguntaba. (I liked it because it was a qualified person and she had all the
answerson hand, she showed no hesitation as she answered everything she
(the respondent) asked her.

In S4, participants felt that overall the interviewer conveyed “assurance and clarity.” One
participant liked that the interviewer was able to make the respondent feel so comfortable,
that she even invited the interviewer inside her house and offered her a glass of water.
Participants also liked that the interviewer was flexible and that she said she was willing to
come backat a time more convenient to the respondent.

In S2 a participant liked how patient the interviewer was.

Excerpt 11. [S2 Lines 299-301]

P1: Que con mucha paciencia le explic6 el procesoy de qué se tratabay que le
aseguro que de maneraconfidencial... Me gusto la manera en que ella explico,
que contesto las preguntas de la persona. (That she used great patience to
explain the process and what it was about and she assured confidentiality... |
liked how she explained, how she answered the person’s questions.)

On the other hand, in most groups some participants had issues with the interviewer verbal
behavior. There was general consensus that the interviewer did not appear to be friendly. In
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S2, participants said she lacked warmth, spoke too fast, and one person even described her
as robotic, while others agreed. One participant said she would not respond to an unfriendly
interviewer like that. In other groups, there were similar views about the robotic nature of
the interviewer’s delivery: in S3 and S6 participants felt the interviewer appeared to be
reciting what she had learned by heart, that she appeared “mechanical.” In S4, further
comments about the robotic delivery, were followed by a discussion of how the interviewer
might have been conducting interviews all day and might not have time to converse with
the respondent, but participants felt that it was very important that the interviewer look
more “relaxed.”

Excerpt 12. [S4 Lines 300—302]

P3: Si, eslo que iba a decir, aparte de lo que ya mencionamos, un poquito mas
relajada. Yo sé que a lo mejor estan todo el dia haciendo una encuesta tras
otray asi, y ya no tienen tiempo de ponerse a platicar contigo... (Yes, that’s
what | was going to say, aside from what we already mentioned, a bit more
relaxed. | know that perhapsthey are out all day doing one survey after
another and therefore, and they no longer have time to start chatting with
you...

Some participants felt that the interviewer was speaking too fast and perhaps some
respondents would not understand what she was saying. One participant suggested that the
interviewer speak more slowly and use simpler language.

Excerpt 13. [S3 Lines 315-317]

P3: Eso también, como que simplificarlo y muchas veces el problema que
tenemos nosotros, aunque hablemos el mismo espafiol, en... te entendemos
las palabras de diferente manera. Tal vez hacerlo un poquito mas sencillo,
mas amigable en la forma de comunicarte. (That too, like it should be made
simpler and the problem we often have, even though we speak the same
Spanish, we under... understand words differently. Perhaps to make it a little
simpler, friendlier in how you communicate.)

In S6, a participant did not like that the interviewer provided too much information
presented too fast for the respondent to be able to processit. Another participant added
that if an interviewer spoke this fast, it would be particularly problematic for older people
and people without higher education, because they would not be able to understand what
the interviewer is saying.

Despite the recommendation that the interviewer use simpler language, participants
generally felt that none of the words she used were hard to understand or were not
culturally appropriate for Hispanics. However, some participants in group S5 tookissue with
the opening sentence fromthe interviewer, when she said “Hola, perdbneme que la
moleste.” (Hi, please forgive me for bothering you). They felt that although it was politely
phrased, it could have a negative connotation. They felt it could sound like “I have come to
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interrupt you” or “l have come to bother you.” They suggested opening up with a brief,
polite greeting, a simple “Good morning, how are you?” as icebreaker.

This notion of using more pleasantries in the initial contact was also discussed in S2:

Excerpt 14. [S2 Lines 366—369]

P2: Ella dijo buenas tardes, o algo asi. No puse atencion o no lo dijo. Necesita
agregar algo mas, como, buenas tardes, no sé, quizas agregar algo mas,
¢como se encuentrael dia de hoy? Porque a veces la comunidad hispana
también nos gusta que alguien nos salude, que nos digan buenas dias,
buenas tardes, como esta. (She said good afternoon, or something like that. |
did not pay attention or she did not say it. She needs to add something else
like, good afternoon, I don’t know, perhaps add something else, how are you
doing today? Because sometimes the Hispanic community, we like it when
someone says hello, (we like them to) say good day, good afternoon, how are

you.)
Excerpt 15. [S2 Lines 398—-399]

P4: Ademas de agregarle el saludo, preguntarle si tiene tiempo, antes de que esté
gastando el tiempo de ellay de la otra persona. ¢ Tiene tiempo?, va a tomar
unos 5 a 10 minutos. (In addition to adding a greeting, (she should) ask if
she has time, before she wastes her own time and the other person’s. Do you
have time? It will take about 5 to 10 minutes.)

Finally, one participant felt the interviewer could be more tactful in her approach to
persuade the respondent to cooperate, in case the respondent had concerns about
immigration status, but in general that group felt that the interviewer's demeanor was
appropriate.

Excerpt 16. [S1 Lines 481-484]

P13: De acuerdoal idioma estaba muy claro, de acuerdo al idioma, pero si como
decian algunos aca, tenia un poquito de mas delicadeza para... legamosa un
hogar de personas hispanas, no sabemos cémo es la situacién, hay un cierto
temor del gobierno, entonces paraque ellos puedan abrirse y cooperar, falta
un poquito de mas tacto. (Regarding the language used, it was all very clear,
regarding the language; but yes, like some others here said, she had a bit
more tact to... when we arrive to a Hispanic household, we don’t know what
the situation is, there is some degree of fear of the government, so for them
to open up and cooperate, a bit more tact is necessary.)

Reaction to Key Messages

Participants focused on three of the messages delivered in this video: (1) confidentiality of
the information, (2) benefits to the community, and 3) mandatory participation.

The message about the confidentiality of the information was well received. In group S4, for
example, participants liked that the interviewer mentioned that the information provided by
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the respondent would be kept in strict confidence and thought that this was the one thing
that made the respondent in the video feel comfortable.

The message about benefits to the community was well received. In S1, one participant felt
that learning about the benefits to the community that cancome from people responding to
the censuswas a strong reason to participate.

Excerpt 17. [S1 Lines 349-352]

P5: Me gusto6 bien como la entrevistadorase llego a presentary vi muchas cosas
positivas, no mas que si hay desconfianza. Pero positivas en cuestion que
estan dando a entender pa qué es el censo. Son personas que... somos de
otros paises, que no entienden qué es el censo. Ella le dijo que para los
ancianos, los nifios, las escuelasy todo eso. Y eso me gusto. (I liked how the
interviewer arrived and introduced herself and | saw many positive things, it’s
just that there is mistrust. But positive in the sense that they are trying to
convey what the censusis for. They are people that... we are from other
countries, people who do not understand what the census is. She said it is for
the elderly, the children, the schools and all that. And that I liked.)

Participants in two groups suggested that interviewer references to uses of census data are
important for the Hispanic community and they should be mentioned (S3). In group S6,
participants suggested that the interviewer tailor information about benefits of census data
to benefits that would be relevant to the specific respondent. For example, if the interviewer
sees that the respondent has children, she should talk about how census data about
children may lead to more schools or day care centers in the area, while an older household
should be told about potential benefits for the elderly.

The message about mandatory participation was not well received. While a participant in S4
did like that the interviewer explained that everyone is required to complete the census
form, including herself, most participants across groups had negative reactions. For some of
them, the problem was the concept of mandatory participation, while in other cases
participants took issue with the wording used to express that concept. In two groups (S1
and S2), forinstance, participants expressed strong dislike for the phrase “porley” (by law)
and “obligacion” (obligation).

Excerpt 18. [S1 Lines 447—-450]

P14: Creo que se deberia decir, ah... que no, no utilicen la palabra por ley, sino que
todos los que vivimos en Estados Unidos debemos contestar el censo. Porque
al decir ciudadanos yo sé de antemano que no soy ciudadana, entonces no
sabemos a qué se esta refiriendo. Cuando dicen ciudadana se esta refiriendo
a los que tienen social y esas cosas. (I think they should say, uhhh... that they
don’t use the word ‘law,’ but rather that all of us who live in the United States
must answer the census. Because whenyou say citizens | already know that
I’'m not a citizen, so we don’t know what they are referring to. When they say
citizen they are referring to those who have Social (Security Number) and
that stuff.)
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Excerpt 19. [S2 Lines 423-425]

P5: Si, cuando ella dijo... la vecina, el vecino, ella fue como, me parecid, eso fue
lo que yo capté ¢no?, como una imposicion. Fue, fue tan, tanrecta, que a mi
no me gustd. Cuando ella le dice, su vecino también, aqui todos estamos
obligados... Ami ella me dice eso, jy a mi no me va a gustar! (Yes, when she
said... the neighbor, the neighbor, she was like, it seemedto me, thatis what
I understood, no? It was like an imposition. She was so, so direct, that I did
not like it. When she tells her, your neighbor too, here we are all required... If
she tells me that, | will not like it!

Another participant [S2-P1] recommended using softer language such as “...es nuestro
deber como ciudadanos” (it’s our duty as citizens). While most others agreed to the term
“deber” (duty), they disagreed with the term‘ciudadano’ (citizen) in the wording this
participant proposed, preferring to be more inclusive by referring to the people living in the
United States. Some participants felt it would not be necessary or helpful to mention the
government. Another recommendation from participants was: “un deber de las personas
gue viven en los Estados Unidos” (a duty of people living in United States).

In group S6, participants also objected to the term*“obligacién” (obligation). One participant
[P7] commented: “A mi nadie me puede obligar a hacer algo que yo no quiero” (No one can
force me to do something | do not want to do.) Another participant said that hearing the
interviewer say completing the census was “required” would make him not want to complete
it. He added that perhaps reading the Security Warning Card the interviewer gave the
respondent would make him change his mind because to him something written would be
more convincing that anything the interviewer had to say.

In three groups (1, 4 and 5), participants unanimously said they would complete the census
with the interviewer after watching the video. They felt the interviewer had been persuasive
and offered the kind of information they needed to make a positive decisionthanks to the
fact that the interviewer “was able to completely answer all the questions and concerns the
respondent had.”

While some participants were motivated to complete the census by watching the video,
others felt they would not participate after such interaction with an interviewer. In S5, a
participant said that she would participate because the interviewer was articulate, she
provided information, said that everything was confidential, and inspired trust. In group S6
most participants said they would participate, and one [P8] added that he would complete
the census form because the interviewer had said “you are required,” and he felt that left
him no choice.

In contrast, in S3 most participants answered that they would not participate because of
“fear” and “mistrust.” In S2, participants were equally divided: half were persuaded while
the other half of the group had concerns. They did not like that the interviewer fired off so
much information so fast. They preferred having the interviewer leave them printed
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materials to review before making a decision, and that those materials would include a
Census Bureau telephone number to check on interviewer legitimacy.

Finally, as we would later see in more detail in other videos, here too some participants did
not like how much emphasis there was on verifying the address, either by asking the
guestion or looking at the apartment door.

Excerpt 20. [S1 Lines 396—399]

P3: Lo Unico que... Lo Unico es que en la apariencia, ella miraba mucho la puerta
como buscando la direccidn. No sé si ya la tienen escritoo algo la direccion,
porgque ahi también puede crear inseguridad porque esta viendo solamente la
puerta. No sé si la tiene en un papel, tl puedes estar leyendo en el papel, no
estar mirando la puerta. Usted vive aqui... (The only thingis that ... The only
thing is that it appeared, she looked too muchat the door as though she was
looking for the address. | don’t know if they already have the address written
or something, because right there they can also create insecurity because she
is just looking at the door. I don’t know if she has it on a piece of paper, you
can be reading it on the piece of paper, rather than looking at the door. You
live here...)

Reaction to Culture-specific Interaction Features

Across groups, both monolingual and bilingual, some themes emerged that are of particular
relevance to Hispanics. They recommended that the interviewer act friendlier, and interact
more with the respondent rather than giving long explanations. They felt a conversation
would be more conducive to securing participation and that a smile was important to build
rapport. Some dissenting voices felt that some Hispanics prefer to be treatedin a
professional manner and addressed “straight to the point” like Americans [S2-P5].

The reactions described above in Section 7.2.1.3 regarding mandatory participation also
have a cultural dimension in terms of interviewer-respondent interaction. For many people
in the Spanish-speaking immigrant population who are undocumented or have family
members who are undocumented, mentions of “the law” by the interviewer can negatively
influence the interaction and respondents’ willingness to cooperate and respond to the
census. This was discussed at some length in group S3 where a participant felt that
mentioning that participation in the censusis required by law was “necessary,” because
otherwise no one would complete it while others objected. Those who disagreed felt that the
interviewer should not talk about “the law” or mention that completing the censusis
“obligatorio” (required) because it could scare people and deter themfrom participating,
especially those who are undocumented. Participants referred to ongoing immigration raids
and the immigrant community’s fear of the government and deportations.

Participants had a number of ideas about how to approach Spanish-speaking households.
They raised concerns in some groups about how the 2020 Census will be harder to complete
because people in the Hispanic community are nowadays more afraid than ever of the



Multilingual Research for Interviewer Doorstep Messages

government. In group S5, for example, they stressed the need for a wide-reaching media
campaign in advance of Census interviewer visits.

As in the Language barrier video, some participants were concerned about an unannounced
interviewer visit. For instance, in group S4, participants felt that it was important for the
respondent to know when she should expect a visit from the Census interviewer. This way
she could prepare and make sure someone was home to open the door. They suggested a
notice of impending visit be mailed to the address. Once at the address, some participants
(forexample in group S6) thought that interviewers should mention early in the interaction
that two letters were sent to the address asking that they complete the census formonline,
on paper, or calling in by phone. As the letter indicated, non-responding addresses would be
visited by a Census interviewer. This would provide more context and make the respondent
less bothered by an unexpected visit.

One participant also suggested slipping a piece of paper with information about the census
under the door for those who will not open the door for fear of the government. References
were made to media warnings of not opening the door to government representatives and
instead asking that documentation of any requests be made by slipping a note under the
door.

Some participants, for instance one in group S6, indicated the interviewer should offer the
respondent other options to complete the census form, such as completing it online.

In this particular video, participants felt that the interviewer managed to put the respondent
at ease so much that the respondent invited her into her home.

Excerpt 21. [S1 Lines 339-340]

P14: La forma en que se desenvolvié esta bien. Eso transmitié a la sefiora de casa
confianzay la invité a pasar a su casa, sino no la hubiera invitado a pasar.
(The way she handled herself was good. That gave confidence to the lady at
the household and she invited her to come into her house, otherwise she
would not have invited her to comein.)

7.2.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Reactions to the Unaware video had strong similarities across groups but also had some
variation across groups. However, no particular patterns could be identified that
distinguished monolingual participants frombilinguals.

7.3 Fear/Mistrust of Government

7.3.1 Summary of Findings

As described in the findings for the Unaware video, for the Fear/Mistrust of government
video participants again raised concerns about government raids to detain undocumented
immigrants.
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Reaction to Interviewer’s Nonverbal Behavior and Appearance

As in the prior video viewed, participantsin all groups felt that the interviewer was not
friendly enough and that she did not smile. The only exception was group S2 where most
participants felt that the interviewer was a bit friendlier and interacted more with the
respondent in this video.

Excerpt 22. [S2 Lines 641-644]

P8: Lo mismo, siento que fue mas interactiva y mas... dejoé que ella diera sus
opiniones la persona. Y también le dio sus respuestas, pero de una manera
mas... de una manera mas honesta lo que estaba diciendo. No era como que
estaba hablando, es estoy es esto, no le estaba imponiendo sino que estaba
explicandole lo que era. (Same thing, | feel she interacted more and more...
she let the person voice her opinions. And she also gave her answersbut in a
way that was more... what she was saying in a more honest way. It was not
like she was talking, it’s this and this; she was not imposing but rather
explaining what it was.)

In addition, in group S4, participants felt that she was too rigid, and recommended that
interviewers dealing with the Latino community should be more calm, relaxed, and sensitive
to the respondents’ fears. In group S6, participants described her delivery as “mechanical.”
Others added that she was lacking in “carisma” (charm). In particular, they found her
lacking in empathy when she delivered the message that the Census Bureau does not need
to know anyone’s immigration status.

Reaction to I nterviewer’s Verbal Behavior

As in the prior video, participants liked how well prepared the interviewer appeared, and
how well she could address all the respondent’s questions with confidence. For every excuse
the respondent had, the interviewer had a reason why the respondent should participate. In
group S1 the participants liked in particular how well she explained what the census is about
and how census participation can benefit the Hispanic community.

Excerpt 23. [S1 Lines 532-535]

P7: Era como muy similar al anterior, simplemente que aqui le aclaré mucho
hacia la comunidad hispana, que es lo que estabamos anteriormente
estabamos poniendo en observacion. Y aclaré ahi, de que el social, estado
como estas aqui... simplemente queremos saber es la cantidad de personas
gue habitan. Me parece bien. (It was very similar to the prior one, only here it
clarified a lot for the Hispanic community, which is what we were observing
before. And she made it clear that the Social (Security Number), your status
as you are here (in the country) ... we simply want to know how many people
live (here). I approve.

In S3 they felt that the interviewer provided more examples of the benefits that come from
completing the census form. They also thought in this video the interviewer used simpler

language.
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There was no agreement across groups about the speed of presentation of material. In S1
some thought she spoke too fast while in S6 they had the opposite impression.

Reaction to Key Messages

In this video, the messages that received most attention from participants across groups
were those of the benefits communities receive based on census data and the message on
mandatory participation.

In three groups (S1, S5, and S6), several participants recommended focusing on the
benefits to the community as a more persuasive argument than mentioning the mandatory
nature of the census. One participant recommended that a good explanation would be: “Los
beneficios se van a distribuir en el futuro de acuerdo al nUmero de habitantes” (Benefits will
be distributed according to the number of residents) [S1-P14].

Some participants liked that this video offered more examples of how census participation
can benefit the community. Others suggested that the interviewer have in hand written
materials to give the respondent statistics and specific information about how the census
has benefitted the community. A participant felt that not everyone would understand this
information with just a verbal explanation. Others suggested including this type of
information during the marketing campaign preceding the census.

In all six focus groups, the mandatory participation message was negatively viewed in this
video as it had been in the previous one. Participants understood that if it is required by
law, there is no choice but to complete the census. However, they did not like the way in
which this was conveyed in the video. The most problematic phrase was “obligadas por ley”
(required by law). This sounded like a scare tactic to some. A participant in S5 also noticed
that the respondent in the video scanned the Security Warning Card and focused on the
statement: “You are required by law to provide the information requested.” While
participants felt that some people would not like that phrase, they could not come up with
suggestions on how to best word the mandatory message.

Two other terms raised concerns: “conteo” (count) and “gobierno” (government).

One participant felt that repeating the word “conteo” would automatically block
communication with respondents because it would worry themabout the government
wanting to know how many people live at their specific address.

Excerpt 24. [S1 Lines 565-570]

P12: Ella hablé de conteo, conteo. Conteo, entonces ese conteo... sies un censo
automaéaticamente... el censo es el conteo. Pero conteo, de tanto repetirselo...
cambiarlo, no sé vamos a saber cuantas familias viven en todos lados, buscar
la manera de cambiar esa palabra. Porque ella lo que pens6, bueno me
imagino yo, conteo, el gobierno van a saber cuantas personas viven aqui, y
automaticamente se bloquea. (She spoke about count, count. Count, so that
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count... if it’s a census, automatically... the census is the count. But count,
when you repeat it so much... changeit, | don’t know we will know how many
families live everywhere, find a way to change that word. Because what she
thought, or at least | imagine so, count, the government will know how many
people live here, and automatically she is blocked.)

Others associated “gobierno” with immigration authorities, or with the police. Participants
expressed preference for replacing references to the government with references to the
“Censo de los Estados Unidos” (U.S. census) or just “Censo.” In one of the groups (S5),
there was a discussion about community current concerns with immigration raids and the
immigrant community’s fear of the government. A participant made the point that although
the word “government” has always been used when referring to the census, for 2020 this it
should be used sparingly, if not replaced by a different word. Some participants suggested
using the word “country” instead. Amid those concerns, one participant felt reassured when
the interviewer mentioned that the respondent’s Social Security number and immigration
status would not be asked. Another participant expressed approval for the way the
interviewer was able to calmthe respondent’s concerns with the information she provided.
She added that it was very important for the interviewer to be prepared to deal with
situations of fear, especially with the current fear of the government in the community.

In contrast, however, some participants felt that the interviewer did not show enough
empathy with the respondent, especially when she said: “No necesitamos saber la situacion
migratoria de nadie” (We do not need to know the immigration status of anyone.) Another
participant [P8] suggested the interviewer could say something like: “jOh! Entendemos la
situacion que estaviviendo el pais, que los hispanos se sienten un poco atemorizados.” (Oh,
we do understand the situation the country is experiencing; that Hispanics are feeling a bit
scared.)

With regards to confidentiality, participants in S3 liked that the interviewer mentioned she
could go to prison or pay a fine if she shared the respondent’s information with anyone. This
made them feel more comfortable and trusting.

After watching this video, most participants felt they would complete the census formwith
the interviewer. Their reasons were varied. For example, a participant commented that he
would complete the census formbecause the interviewer’s explanations were simple and
easy to understand and because the interviewer explained that no information about their
immigration statuswould be collected. Another participant explained that what convinced
her was the interviewer’s explanation that she could go to prison or pay a fine if she shared
any of the respondent’s information with anyone. For another participant, what made a
difference was that the interviewer in the video was able to calm the respondent’s fears and
concerns with good information. Another participant said that she would participate because
the interviewer not only provided verbal information, but also provided written information
to back up what she was saying.
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For some participants, the message about benefits to the community was the most
motivating. However, another participant commented that just like the respondent in the
video, he had not seen any changesin his community in years, and he did not see any
benefits fromcompleting the census form.

The same themes that emerged in the Unaware video were again present in the discussions
focus group participants had after viewing the Fear/Mistrust of government video. There
were recommendations about notifying respondents ahead of time about the in-person
census visit, including getting the word out through community events. In some groups
participants suggested Census interviewers should wear some type of uniform or at least a
shirt with the Census Bureau logo. The suggestion was made that the interviewer begin by
mentioning that the reason for her visit was that the census had not received the completed
census formfor that household. Finally, one participant also suggested that the interviewer
leave some type of written information with the respondent about the census after the
census formis completed, so the respondent could show it to the rest of the members of
the household given that she would be providing their information as well.

Some new ideas emerged as well. First, a participant suggested telling the respondent early
on who in the household should complete the census form, and whether it needs to be the
head of household, the owner, or just any adult living at that address.

The issue of potentially overcrowded apartments came up in the discussions as well. Some
participants expressed their concern with disclosing the number of people living in each
household. They felt that such information could be shared with housing authorities and that
those not complying with housing regulations could getin trouble. Along those lines, a
participantin S4 noticed that the respondent in the video said “not a lot of people live
here”; she felt that it was important that interviewers let respondents know that the census
is not interested in knowing how many people are living at that specific household, but
rather that the Census Bureau’s goal is to count how many people live in the United States
in general.

In S3 a participant also thought that the interviewer should explain to the respondent that
each family has to complete a separate census form, instead of one person completing a
form for all the people living in one house or apartment. ¢

Finally, a participant in S6 particularly liked that in this video the interviewer included
herself when she said “Todas las personas, incluidos usted y yo, estamos obligadas por ley a
participar en el censo.” (Everyone, including you and me, are required by law to participate

16 There was no discussion in this group or others about how many forms should be completed per
address. This participant thought that each family fills a separate form. This is a misconception
sometimes observed in census form cognitive testing.
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in the census.) However, in S2, a participant [P5] focused on the tone in which this was
delivered and felt it should be friendlier or else it can sound threatening.

Reaction to Culture-specific I nteraction Features

There were aspects of the interviewer approach that participants felt would not work well
with Spanish speakers. They felt that the interviewer should be friendly and smile a lot.

Participants found it suspicious that the interviewer kept making sure she was at the right
address, either by looking at the apartment number on the door, or by asking “Do you live
at <ADDRESS=>?" They recommended limiting that behavior.

They also felt that the interviewer needs to spend more time at the beginning greeting the
respondent rather than rushing into a speech.

7.3.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Reactions to the Fear of Government/Mistrust video had more similarities than variation
across groups. As such, no particular patterns could be identified that distinguished
monolingual participants frombilinguals.

7.4 Low Engagement
7.4.1 Summary of Findings

Reaction to Interviewer’s Nonverbal Behavior and Appearance

This video elicited the most diverse reactions across groups and within groups. Many
participants (S1, S3, S4) preferred this video over all the others because they found the
interviewer friendlier and more relaxed, more confident and convincing. In S3 and S6, some
participants also liked that the interviewer was persistent and convinced the respondent to
participate right on the spot.

On the other hand, other participants had more negative reactions. In S1 they thought she
could improve by smiling more. A participant in S4 disliked that the interviewer did not
maintain eye contact with the respondent. Others felt her delivery was too mechanical and
that the interviewer appeared to be reciting what she had learned by heart (S5).

Again, when discussing this video a participantin S3 restated that, as in the other videos,
the interviewer verified the address and asked if the respondent lived in that address. She
felt that the interviewer should have that information on paper already and should not have
to ask the respondent. Another participant, however, commented that she thought the
interviewer needed to confirm the address with the respondent to make sure she had the
right address on paper.

Finally, as participants expressed in the discussion about community concerns with
government visits, respondents should be able to easily distinguish between Census
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interviewers and immigration or law enforcement. One participant mentioned that in his
country of origin, census enumerators wear a distinct vest that identifies themas census
workers. He thought it would be a good idea to use the same strategy in the United States
to make people feel more confident.

Reaction to Interviewer’s Verbal Behavior (Words Used, Tone, etc.)

As was expressed in other videos, most participants liked how well trained the interviewer
appeared to be here, and that she was able to respond to all the questions with confidence
similar to the othervideos. In S2, for instance, most participants felt this was the best video
among the four because it was the most convincing.

Finally, a participant [P1] in S6 felt that in this video the interviewer was too “aggressive.”
He preferred the approach of the Unaware video, where the interviewer provides the
respondent with an option to come back later. He felt that when the respondent said that
she was tired, the interviewer should have listened and offered to come back at a better
time.

With the opposite view, a participant in S5 liked how in this video the interviewer was a
little more aggressive at the end, and simply asked the respondent if they should get
started.

Reaction to Key Messages

Much of the discussion in the focus groups centered around the Security Warning Card.
There was no consensus or overall trend in participant opinions across and within groups
regarding whether the participants—as respondents—would read the card on the spot if
handed to themby a Census interviewer. In group S4 most participants said that they
would not read the card on the spot, as did most in group S3 where they gave reasons such
as it has too much text and being nervous in that situation. In group S5, most participants
said that they would read on the spot everything the interviewer handed them, including the
Security Warning Card, no matter how long it took. Those who also said they would read the
card on the spot in S3 felt that they needed to make sure they understood what the
interviewer was talking about before deciding to participate or not. Group S6 was divided
between the two positions. In group S1, a participant felt that the interviewer did not give
enough time for the respondent to read the card.

Another important message was that of the benefits that come from completing the census.
Some participants mentioned liking this because it would motivate others to participate. In
S6, however, some participants thought the interviewer should provide “interesting facts”
and actual information about how the census benefits the community.

As in a prior video, the idea came up of tailoring the specific benefits for communities to
make them most relevant to the age group of the respondent and the likely household
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configuration. For example, if there are children in a household, the interviewer should
mention how funding would be used for schools, parks, etc. Another participant suggested
that interviewers tell respondents the importance of accurately counting every single person
living in each household, and how this is connected to the benefits given to each
community. In group S3, when referring to this concept, some participants suggested that
the interviewer explain that completing the census would help distribute funding to each
community, but without using the word “federal.” They felt that this word could scare
people and deter them from participating. For this same reason, some participants
suggested that interviewers identify themselves as coming from “El Censo Nacional” (The
National Census) and not use the word “gobierno” (government) at all.

The secondary message about the short length of administration, was well received. In S4,
a participant [P5] liked that the interviewer emphasized how long it would take to complete
the census form, and she felt that taking 10 minutes out of their time would be possible.
Another participant, however, felt that 10 minutes could turn into 20 minutes and that was
too long for her. She suggested the interviewer simply saying: “It will not take long” instead
of giving a number of minutes. Other participants disagreed because they felt that it was
important to provide the respondent an estimated amount of time for her to decide on the
spot based on her availability.

The mandatory participation message elicited similar issues and recommendations as it did
in the previous video. In two groups, participants noticed that the term“obligatorio”
(required) was not used in this video, and they liked that. In S6 they mentioned liking that
the interviewer instead used “lo requiere la ley” (it’s required by law). In S2 they mentioned
that the interviewer did not mention ‘obligatorio’ (required) but instead showed the Security
Warning Card. In S3 a recommendation for alternative wording included using the word
“responsabilidad” (responsibility) or “deber’ (duty). “Es un deber que tenemos...y que la ley
tiene con nosotros el deber de proteger nuestra confidencialidad.” (It is a duty that we
have, and the law has a duty to protect our confidentiality.) [S3-P1]

The mandatory message and government references once again led to discussions about
how Spanish-speaking households might act when a Census interviewer visits, given current
community fears of government. In S6, for instance, a participant [P1] mentioned current
messages to the community on TV, radio and internet that tell people: “no abras la puerta”
(don’t open the door). To counter this, some stressed the need to inform Spanish speakers
about the census through different media: TV, radio, newspapers, etc., because many
respondents would not know what the census is.

For the initial approach, several participants stressed the importance of telling the
respondent upfront that the reason for the visit was that the Census Bureau had not
received the completed census formfor that specific address that they had already been
informed through letters about a possible visit. Finally, while some participants in S5
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suggested that two interviewers be sent as a teamto visit each address to support each
other, other participants thought it would be more intimidating for respondents and costlier
for the government.

With regards to the language used, there were comments in group S2 about the term
“estadistica” (statistics) that some participants thought might be hard to understand by
many respondents. Otherwise participants in all groups felt that the language used by the
interviewer was clear and easy to understand for Spanish speakers. Across groups, when
asked if the focus group participants would complete the census after an interviewer visit
like the one in the video, most participants answered that they would. In one of the
bilingual groups (S4), participants thought that other bilingual Hispanics who do not
participate in the census may simply not be well informed, not care, lackinterest, or “they
simply do not want to share their information.”

However, there were some less enthusiastic participantsin one of the groups (S4). One
participant said she would need to know more about what information would be collected
and how her information would be kept confidential before deciding if she would participate.
Others did not like that the interviewer did not offer to come back at a more convenient
time. Some even felt that the interviewer was “pressuring” the respondent to complete the
census format that specific time.

Reaction to Culture-Specific I nteraction Features

The question of how to respondent to a knock on the door that goes unanswered elicited
differing views. A participant in S5 noted as positive in that situation that the interviewer
knocked again and asked if anybody was home. He felt that having heard the voice of the
interviewer made the respondent feel more comfortable opening the door. In S2,
participants also liked this, as they thought that trying to communicate througha closed
door was a more realistic situation.

A participant in S4, in contrast, did not like the insistence of knocking twice and asking
through the door if anybody was home. She felt that a more professional approach would be
to knock once more and walk away if no answer.

7.4.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Reactions to the Low engagement video had similarities and differences both within and
across groups. However, no particular patterns could be identified that distinguished
monolingual participants frombilinguals.

7.5 Summary of Overall Reaction across the Four Videos

Analyzing participants; views across groups, we see that some messages were seen as
particularly important. The order of presentation of different messages was also discussed in
each group as it would best be used in any of the situations presentedin the videos.
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The preferred order of presentation of the messages was discussed in all groups. Although
they did not list the messages in the same order of presentation, there was agreement that
the order is very important and some general agreement on what messages should go first.

Excerpt 25. [S5 Lines 299-302]

P8: iEso es muy importante! Primero que todo, empezar a decir la importancia
del censo, el objetivo y el grado de confidencialidad que este tiene. ¢;Por qué?
Porque esa manera, uno esta creando una confianzay eso es muy
importante, porque de esa manera, esa personava a contestar y va a dirigir
las respuestas. (That is very important! First of all, start by talking about the
importance of the census, the purpose and the degree of confidentiality it
has. Why? Because that way, you are building trust and that is very
important, because that way, that person will answer and will direct the
answers.

Excerpt 26. [S5 Lines 304—306]

P6: Entre las primeras cosas que debe preguntarle es: si tiene tiempo para
atenderla. Porque nosotros aqui en este pais llevamos una vida muy agitada y
puede ser que en ese momento la persona tenga que salir a trabajar, o tenga
que recoger a un hijo. (Among the first things she must ask her (the
respondent) is: whether she has time to talk to her (the interviewer). Because
here in this country we lead very busy lives and perhaps at that moment the
person needs to leave forwork or has to go pick up her child.)

According to most participants, the interviewer should begin by introducing him/herself, and
give the respondent a chance to indicate if there is a language barrier. The bilingual
interviewer should explain the reason for the visit—including mentioning the mailings that
were sent to the address and that no census formhas been completed, what the census is
for, how much time is needed to complete the form, what benefits come to communities
from completing the census forms, and that all information is confidential. Participants felt
that it is important to mention that no questions will be asked about immigration statusto
allay respondent concerns, as well as to state that the Census Bureau is not concerned
about how big a household is (to reassure that they will not be reported for overcrowding of
apartments). Participants suggested that these explanations be provided in a conversational
way, giving the respondent a chance to ask questions.

Participants felt the written confidentiality notice was too long, a couple of people would
read it, but most of them would not read past the first paragraph. Someone stated that it is
written in legal language. Since many participants said they would not read the Security
Warning Card on the spot, they suggested verbally giving the key information.

Overall participants liked having a Hispanic interviewer speaking in Spanish, showing a
Census ID, and being knowledgeable and able to address all questions with confidence.
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7.5.1 Most Encouraging Messages

The most frequently mentioned message that would encourage participation in the census is
that of the benefits that communities can accrue when more people are counted. All six
groups nhamed this message as encouraging. Confidentiality assurances were also
mentioned in all six groups.

In three groups the mandatory nature was mentioned as an encouraging message. Intwo
groups participants mentioned the importance of the message about immigration status not
being an issue in participation. Other important and encouraging messages mentioned in
different groups were: providing an explanation of what the censusis about, having a
friendly interviewer, the short time it takes to complete the census form, how simple it is to
complete the census form, and that the census can be complete in different modes.

In group S6, participantsindicated that a way to encourage participants to participate is to
train the interviewer to put herself in the respondent’s situation and tailor responses in ways
that will be most relevant to the respondent.

7.5.2 Most Common Concerns or Reasons to Refuse to Participate in the
Census

In all six groups, similar themes emerged about why Spanish speakers might be concerned
about participating in the census or might simply refuse. The three main themes were fear,
lack of information, and not seeing benefits in their communities.

The main two fears were regarding concerns for undocumented immigrants of being
deported and the worry of being reported for having more people living at the address than
allowed by landlords or housing authorities.

From lack of information, some Spanish speakers do not know what the censusis about,
why participation is important, or what participation entails. When respondents live in
communities with many needs, it is hard for them to believe that census data are used to
distribute funds to communities.

Participants mentioned too that respondents who have lived in the U.S. for a longer time are
better informed and less likely to refuse to participate.

7.6 Recommendations
7.6.1 Recommendations for the Language Barrier Situation

Interviewer Behavior and Appearance

It is important to allay fears in Spanish-speaking respondents from the very first moment.
Thus, interviewers need to identify themselves immediately as Census Bureau interviewers,
without overt reference to the government. They should show their identification card,
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giving the respondent enough time to examine it up close. They should wait for a verbal
reaction fromthe respondent to make sure the person speaks English. Asking the
respondent if they speak English as the first question (as a participant recommended) may
be poorly received by English-speaking immigrants or U.S.-born Hispanics.

Interviewers should dress in business casual attire, not overdressed but not “sporty.” They
should appear friendly, and smile. They should take their time to deliver messages, not
speaking too fast, and not giving long speeches without interaction. It is best to engage the
respondent in conversation.

Qualities participants liked included appearing patient and making eye contact, knowing how
to answer respondent questionsin full and appearing well prepared. By “well prepared” they
meant that the interviewer was able to address clearly and completely any concerns the
respondent had with facts and information.

Placement of Spanish in the Language Identification Card

For Spanish, the placement of text in the Language Identification Card is not an issue
becauseit is the first language that appears immediately after English. Respondents do not
have to find their language alphabetically; they simply have to look down from the English
text. Keeping the Spanish text where it appears in the card currently will make it simple for
Spanish-speaking respondents to find it.

Although not needed to find Spanish, participantsin one of the groups recommended the
font size for the name of each language be larger, and to place the names of the languages
at the top of each language message instead of to the side. Another participant suggested
also increasing the size of the Census Bureau logo at the top of the Language Identification
Card so it will stand out. We recommend increasing font size to 14-point.

7.6.2 Recommendations for the Unaware, Fear/Mistrust of Government,
and Low Engagement Mindsets

For all three mindsets of unawareness, fear/mistrust of government, and low engagement,
we propose the following:

1. One standard description which includes culturally appropriate non-verbal behavior
and appearance.

2. One standard opening statement which includes all crucial messages expressed in a
culturally appropriate manner.

3. Additional messages that might be most useful to address different types of mindsets
or concerns. All these messages should be tailored to reflect each respondent’s
interest based on the respondent’s reactions and characteristics.

4. Information should be presented in the following order:

— Self-introduction by interviewer (and shows ID)



Multilingual Research for Interviewer Doorstep Messages

— Reason for visit: to help complete census form
— What censusis

— Mention of mailings sent

— Confidentiality assurances

— How much time is needed

— Type of questions asked

— Benefits to the community/Uses of census data

— Mandatory participation

5. Interactwith the respondent by interjecting appropriate verbal and non-verbal
reactions (e.g., smiles, nods, empathetic face when respondent expresses a concem)
to show that interviewer is listening.

6. Tactful wording should be used if there is a need to elaborate about mandatory
participation. Awareness of concerns with immigration raids in the community is
important.

7. Exhibit 7-1is a summary of these recommendations.

Exhibit 7-1. Summary of Spanish-Language Recommendations for the Mindsets

1.

of Unaware, Fear/Mistrust of Government, and Low Engagement

Interviewer’s nonverbal behavior and appearance

Appearance In addition to what is described in the current video scripts, include the following:

* Wear a vest, a cap, or a T-shirts with the Census Bureau logo on it
* Dressin casual but not “sporty” clothing

Non-verbal * Hold the ID card for 10 seconds
behavior

= Avoid appearing pushy: do not block open door with foot if respondent tries to
close it.

. If no doorbell, knock on the door softly.

= Attempt to speak across the closed door to get respondent’s attention if no
answer.

= If the respondent invites the interviewer to enter the house, it is culturally
appropriate to accept if interviewer feels comfortable doing so.

= If the respondent offers food/drink, accept at least some water.
* Smile and make eye-contact.

7-26
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Exhibit 7-1. Summary of Spanish-Language Recommendations for the Mindsets
of Unaware, Fear/Mistrust of Government, and Low Engagement
(continued)

2. Standard opening statement (for all three mindsets)

After the respondent answers the doorbell, the interviewer states the following in all situations:

Spanish

English

= GREETING

Buenos dias/Buenas tardes/Buenas noches,
Sr/Sra. Me llamo [FIRST NAME, LAST NAME] y
trabajo para la Oficina del Censo de los
Estados Unidos. Aqui esta mi identificacion.
¢,Coémo esta?

= PURPOSE OF VISIT

La Oficina del Censo esté llevando a cabo el
censo de poblacion en todo el pais, y estoy
aqui para completar las preguntas del censo
para [ADDRESS]. ¢Esta informado(a) del
Censo de poblacion que se esta realizando?

= WHAT IS THE CENSUS

El censo consiste en contar cuantas personas
estan viviendo en los Estados Unidos, ya sea
de manera permanente o temporal. Se realiza
cada diez afios en todo el pais. Se completa un
formulario con unas pocas preguntas en cada
lugar donde vive gente.

= REASON FOR IN PERSON VISIT

La Oficina del Censo envi6 dos cartas a cada
direccion en el pais pidiendo que completen el
formulario del censo. Estamos visitando las
direcciones de las cuales no se recibio
respuesta, para ayudarles a completar el censo
ya sea eninglés o en espafiol.

= GREETING

Good morning/Good afternoon/Good evening,
Sr./Madam. My name is [FIRST NAME, LAST
NAME] and I work for the United States Census
Bureau. Here is my ID. How are you?

= PURPOSE OF VISIT

The Census Bureau is conducting the census in
the entire country, and | am here to complete the
census questions for [ADDRESS]. Did you know
about the population census that is taking place?

=  WHAT IS THE CENSUS

The census consists of counting how many
persons are living in the United States, either
permanently or temporarily. It is carried out every
ten years in the whole country. A few questions
on a form are completed in every place where
people live.

= REASON FOR IN PERSON VISIT

The Census Bureau mailed a couple of letters to
every address in the country asking people to
complete the census form. We are visiting the
addresses from which we did not receive a
response, to help them complete the census form
either in English or Spanish.

= BURDEN:

Completar las preguntas del censo nos va a
tomar solo 10 minutos. Las preguntas no son
dificiles. Le preguntan cuantas personas viven
aqui, qué edad tienen, de qué sexo son,
etcétera. (IF NEEDED: Yo puedo ayudarlo(a))

= NO SENSITIVE QUESTIONS:

No hay preguntas sobre la situacion migratoria
de nadie ni les pedimos numeros de seguro
social.

= BURDEN

It will take us only about 10 minutes to complete
the census questions. They are not difficult. They
ask you how many people live here, their age,

their sex, etcetera. (IF NEEDED: | can help you.)

= NO SENSITIVE QUESTIONS:

We don’t ask any questions about anyone’s
immigration status and we do not ask for Social
Security number.

(continued)
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Exhibit 7-1.

Summary of Spanish-Language Recommendations for the Mindsets

of Unaware, Fear/Mistrust of Government, and Low Engagement

(continued)
2.

Standard opening statement (for all three mindsets)

Spanish

English

CONFIDENTIALITY:

Las respuestas que usted nos dé son
confidenciales y su informacioén personal no se
va a dar a conocer. Todas las respuestas se
agrupan y se presentan en forma de
resimenes estadisticos, para que otros no
sepan lo que cada hogar contest6. Ninguna
otra agencia de gobierno va a conocer las
respuestas de su hogar.

ADDRESS VERIFICATION:

Debo hacerle las preguntas a alguna persona
mayor de 18 afios que viva en esta direccion.
[IF NEEDED ASK: ;Usted es mayor de 18
afos?) ¢Usted vive en <ADDRESS>?

PURPOSE/IMPORTANCE OF THE CENSUS
COUNT:

El Censo es muy importante porque los
resultados se usan para distribuir los fondos
federales que le corresponden a cada
comunidad para muchos programas y servicios
publicos.

MANDATORY

Responder las preguntas del censo es un deber
que tenemos todos los que vivimos en este
pais, incluidos usted y yo. No importa nuestra
situacion en este pais, todos tenemos ese
deber.

CONFIDENTIALITY:

Your answers are confidential and we will not
disclose your personal information. All the
answers get put together and are presented
summarized as statistics so that others cannot
know what each household answered. No other
government agency will see what answers your
household gave.

ADDRESS VERIFICAITON

| have to ask the questions to someone age 18
and over who lives at this address. [IF NEEDED
ASK: Are you over 18?) Do you live at
<ADDRESS=>?

PURPOSE/IMPORTANCE OF THE CENSUS
COUNT:

The census is very important because the results
are used to distribute the federal funding that
belongs to each community to pay for many
public programs and services.

MANDATORY

Answering the census questions is the duty we all
have as persons living in this country, including
me and you. It does not matter what is our
situation in this country; we all have that duy.

3. Additional messages that might be mostu
mindsets

seful to address different concerns or

If the respondent shows unawareness of the U.S. census, fear/mistrust of the government, or low
engagementin civic duties, the interviewer can use the following messages after the opening

statement to address each type of concerns:

Spanish

English

MORE ABOUT USES OF CENSUS DATA
Por ejemplo, side acuerdo al censo se ve que hay
muchos ancianos en esta area, los fondos

federales pueden ayudar a mejorar los servicios
para los ancianos o los programas en los centros

comunitarios. Si el censo muestra que hay muchos

ninos en un vecindario, con los fondos federales

también se puede ayudar a construir o mejorar los

centros de cuidado infantil o las escuelas.
<<MIGHT BE MOST USEFUL FOR UNAWARE=>>

MORE ABOUT USES OF CENSUS DATA

For example, if the census shows that this area
has many elderly people, the federal funds may
help improve services for the elderly or
programs for them in community centers. If the
census shows that there are many children in a
neighborhood, federal funds can help build or
improve daycare centers or schools.

<<MIGHT BE MOST USEFUL FOR UNAWARE=>>

7-28
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Exhibit 7-1.

Summary of Spanish-Language Recommendations for the Mindsets

of Unaware, Fear/Mistrust of Government, and Low Engagement

3. Additional messagesthat might be most useful to address different concerns or

mindsets

Spanish

English

= MORE ABOUT MANDATORY PARTICIPATION

(IF NEEDED: Existe una ley federal que dice que
todos los hogares deben participar. Esa misma ley
también protege su privacidad y garantiza la
confidencialidad de sus respuestas.)

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

= TOO BUSY/TOO TIRED

Si, entiendo que usted esta (ocupado(a)/muy
cansado(a)). Si es necesario, yo puedo volver en
otro momento que a usted le sea mas
conveniente. Pero ya que estoy aqui, si usted
gusta, podemos hacerlo ahora en solo 10 minutos
y ya no hara falta que yo vuelva otro dia.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

. BENEFITS EMPHASIZING THE BENEFITS TO
THE HISPANIC COMMUNITY

Si los hispanos no participan, tal vez la comunidad

hispana no reciba todos los beneficios que le

corresponden en base a la cantidad de poblacion.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT AND UNAWARE>>

* TAILORED BENEFITS (HISPANICS)

Si los resultados del censo muestran que en un
area hay muchos hispanos, se podran asignar
fondos federales para construir centros
comunitarios para hispanos o dar servicios en
espafol en el area.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

= MORE ABOUT MANDATORY PARTICIPATION

(IF NEEDED: There is a federal law that states
that all households must participate. That same
law protects your privacy and guarantees that
your answers are confidential.)

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

= TOO BUSY/TOO TIRED

| do understand that you are (busy/very tired).
If it's necessary, | can come back some other
time when it is more convenient to you. But
since I'm already here, if you'd like, we can do it
in just 10 minutes and | won’'t need to come
back some other day.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>

. BENEFITS EMPHASIZING THE BENEFITS TO
THE HISPANIC COMMUNITY

If Hispanics don’t participate, the Hispanic

community may not receive all the benefits that

it should based on its population size.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT AND UNAWARE>>

* TAILORED BENFITS (HISPANICS)

If the census results tell there an area has a
large Hispanic population, federal funding can be
allocated to build community centers for
Hispanics or to provide services in Spanish in
that area.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT>>
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7.6.3 Recommendations to Avoid I neffective Verbal and Nonverbal
Messages and Behaviors

A number of behaviors and messages were seen as negative in the focus group discussions.
We recommend avoiding the following behaviors:

= Appearing too serious or official in demeanor in a way that could be confused with
law enforcement or immigration personnel

*= Giving long answers or large amounts of information without stopping or engaging
the respondent

= Speaking too fast

= Not smiling

With regard to verbal messages, those that appeared less effective or less persuasive
included:

= Stating that participation is mandatory by using terms like “ley” (law) or “obligatorio”
(mandatory)

= Forgetting to acknowledge the reasons the respondent may be giving for avoiding
the interview

7-30



8. FINDINGS FROM RUSSIAN-LANGUAGE FOCUS GROUPS

In this chapter, we report findings fromthe Russian-language focus groups, summarizing
their reactions to the four videos reviewed during the focus group discussion. Findings are
presented in the order the videos were reviewed and discussed in the focus groups:
Language barrier, Unaware, Fear/Mistrust of government, and Low engagement mindsets.
For each video, we document findings in terms of focus group participants’ reactions to the
interviewer’s nonverbal behavior and appearance, verbal behavior (e.g., tone, word
choices), key messages, and culture-specific features. We also summarize major issues and
concerns that emerged from the group discussions. To facilitate transparency in the
reporting of the analysis, transcript excerpts are accompanied by their focus group ID
number as specified in Exhibit 2-5 in the Methods chapter.

8.1 Language Barrier

8.1.1 Summary of Findings

The first video shown to Russian focus group participants featured a situation in which a
Census interviewer who does not speak Russian is greeted at an apartment door by a
Russian speaking respondent who does not speak English. This video prompted quite a bit
of discussion from the Russian speaking participants. They discussed both the experience of
having a Census interviewer come to visit and the way by which the interviewer navigated
the language barrier.

Participantsin the Russian Language groups expressed some concern about having a
stranger at the door. They spoke of other times that a stranger would come to their door,
including visits from solicitors for whom they had little trust, and unpleasant experiences
with government visitors in their home countries. Because of these experiences, they spoke
about what could make a visit from a Census interviewer less threatening and how the visit
could be distinguished from a visit from a solicitor. They suggested that advance knowledge
about the census could make a visit less of a surprise, so that the respondent could know to
expect the visit. They also thought it would be easier to distinguish the interviewer from
another type of visitor if they wore more of a recognizable uniform. And they spoke about
the demeanor of the interviewer and how to appear less threatening. A patient, polite, calm,
friendly and smiling interviewer is a welcome contrast to past negative experiences.

Many of the participantsin the Russian-language focus groups had experienced a situation
in which there was no common language. The interviewer in the video used gesturesand a
Language ID card to communicate with the respondent. The participants agreed that
gestures and body language are helpful, although they debated the success of the gestures
that the Census interviewer used in the video. The interviewer then navigated the language
barrier using a Language ldentification Card, and this surprised some of the participants
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both because it was a paper-based solution and because it contained directions for sharing
the household phone number with the Census Bureau to facilitate further contact in Russian.
In an age where smartphone applications (apps) and web surveys are common, collecting
private information such as a phone number seemed invasive and unnecessary.

Participants also provided extensive feedback about the design and usability of the
Language ID card. The card shows a multitude of languages, and the languages are shown
in order by their name in English, according to the English alphabet. Because of this,
Russian was one of the last languages displayed on the card. Participants generally had
trouble finding Russian on the cards and offered many suggestions that they believed would
improve the design.

Reaction to How the I nterviewer Handled the Situation

The participants had generally encountered language barriers before and acknowledged that
communication between an interviewer and a respondent would be difficult without a
common language. They appreciated the Interviewer’s calmreaction to the language barrier
and her persistence. It was also important to themthat the respondent be treated with
respect, despite the language difference.

Excerpt 1. [R6 Lines 188—189]

P6: “I liked that she didn’t switch to “childish English” when she realized that the
respondent didn’t speak English... she kept speaking with the same intonation,
which was respectful.

After greeting the respondent, the interviewer communicates with the respondent using a
printed Language ldentification Card that contains a brief message in many languages,
including Russian. It is important to note a couple of things about this card; it contains an
instruction for the respondent to either find someone in the household who speaks English
or to supply a phone number for someone to contact the respondent directly, and the card
is ordered by the language names in English. Russian is one of the last printed languages on
the card, and because of this it could be difficult to find. That difficulty strongly influenced
their impressions of the card overall. Some participants questioned its utility. Some said
that most English-language learners could understand the question ‘What language do you
speak?” and respond in English.

Excerpt 2. [R4 Lines 384—387]

P10: “You know, at the very beginning she could’ve just said: “What language do
you speak”: {Note: Uttered in English: What language do you speak?}.
Everyone understands this phrase. And then the respondent would’ve had
said “Russian” and then the Interviewer would show her the text in her
language.”

To these participants, answering the question “What language do you speak?” seemed
simpler and was definitely preferable to using the Language ID Card. Other participants
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were surprised that the interviewer used a printed card instead of a phone app to
communicate about the census. Tothese participants, the phone app seemed like a simpler
and more familiar solution for navigating a language barrier. Because participants found the
cards to be burdensome, some expressed doubts about the willingness of respondentsto
use the cards.

Excerpt 3. [R3 Lines 154—158]

P4: “She had several pages with text in different languages and my experience
prompts me to think that if a person doesn’t see his language at once or any
signs in his language, then he wouldn’t keep looking. In this situation, the
woman kept looking, and she found her language, and they were able to
communicate, and that was good. But not all people would agree to do that.”

Overall, the participants believed that the interviewer’s strategies to communicate across
the language barrier were effective, but they could be improved. A few small changes in
approach may set an interviewer up for smoother and more successful visits in the future.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Census interviewers are often not acquainted with the people in the households they visit,
and a knock on the door from someone unfamiliar could cause a variety of reactions. When
the participants in the Russian-language focus groups spoke of the experience of the Census
interviewer coming to the door, they mentioned experiences with solicitors and visits from
representatives from the government in their home country. Neither of these associations
were positive, and for that reason an experience of a visit from a stranger is one that can
make Russian speakers particularly uncomfortable. Some participants were surprised to see
the respondent in the video open her door for a stranger, and once the respondent did open
the door participants commented that they were relieved that the interviewer did not have a
stern demeanor. Participants in all of the Russian Language focus groups commented that
the interviewer's demeanor and appearance could help to put themat ease. Participants
spoke about the importance of maintaining eye contact. To them, making and maintaining
proper eye contact was an important sign of respect and trustworthiness. It was also
particularly important to the participants that the interviewer smile, remain calm and
patient, and not appear stern or threatening. Participants spoke to the potential threat of a
visit as they described what they liked and did not like about the interviewer in the video.

One participant described her positively:

Excerpt 4. [R6 Lines 140-144]

P10: “Her manners: she was dressed in a modest way ... she was a middle-aged
person that neither men nor women would be threatened by... her appearance
was neutral, didn’t feel threatening...didn’t trigger any aggressionor
confusion... she was friendly... when the respondent tried to close the door,
she did not put her foot in the doorway....”

8-3
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Another participant described the same Interviewer in a very different way:

Excerpt 5. [R4 Lines 334—337]

P9: “In the beginning, she didn’t come across as trustworthy. She lacked
optimism, friendliness. You know, we’re used to the American style of being
always friendly, smiling. People act as though they're glad to see you and
such people make you want to talk to them. | didn’t feel that way about her.
She appeared to me somewhat stern, and the language barrier didn’t help.”

To both participants, and to others in the groups, it was essential the interviewer come off
as friendly and smiling, and not stern or threatening. But the participants disagreed about
whether she had achieved this. Ultimately, the recommendation for future interviewersis
the same, whether or not the participants found the interviewer in the video sufficiently
friendly and non-threatening, but it may be usefulin future research to better understand
some of the drivers behind these perceptual differences.

The interviewer in the video wore a messenger bag with a census logo and a census ID
badge. The messenger bag could be seen as she approached the door, and she made a
point of showing her ID badge to the respondent. Easy identification with the census was
very important to participants, who found this to be an important part of building trust. The
census ID badge generally helped the participants in the Russian-language focus groups to
feel more at ease about the visit because it helped to distinguish the interviewer from a
solicitor. The participants generally liked that the interviewer showed her badge to the
respondent right away. Participants also spoke to the importance of having the interviewers
appear easy to recognize even before they opened their door. Some noticed the messenger
bag with a Census Bureau logo that the interviewer was carrying, but regardless of this,
participants in all of the Russian-language focus groups wished that the she had been more
easily recognizable walking down the street, that she had worn more of a uniform, or that
she had a more visible association with the census.

Excerpt 6. [R1 Lines 138-143]

P7: “In fact, when she knocked on the door and introduced herself, that made me
concernedright away... The woman didn’t look like she was smiling... ah...
well... if the person doesn’t understand why someone is knocking on their
door... they may thinkit’s some kind of a solicitor... Well... I don’t know...
maybe just a badge is not enough... All solicitors show some kind of a badge...
maybe she needed to be dressed more officially... some kind of uniform... that
would have in big letters “Census” or something like that... some government
logo...”

Excerpt 7. [R1 Lines 170-173]

P6: “Uniform... they must by all means stand out from the solicitors... I'm very
scared of them... and that’'s why when | open the door and | see a personin a
uniform, a polite one... all that, of course, stands out... and the most
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important thing I need is the feeling of security...!  need to trust that
person...”

Although none of the participants expressed concern over clothing with a more prominent
display of the censuslogo, some of the participants expressed concern over the census ID
badge. Some noted that the badge was in English and may not be helpful to someone who
doesn’t speak English.

Excerpt 8. [R2 Lines 227—229]

P10: “I think that if a person didn’'t speak English and didn’'t understand anything,
if he were shown an official badge, then he might be scared and close the
door because he could think that it was some kind of inspection.”

With so much apprehension surrounding visits from strangers, it becomes particularly
important for respondents to be aware of the census and to anticipate a visit from a Census
interviewer. Participants spoke about the importance of supplying advance notice prior to a
visit or spreading awareness about the census before the visit through a good outreach
campaign to get the word out. One group suggested that it would be helpful for the Census
interviewer to coordinate with the management of apartment buildings in order to provide
advance notice for the residents, to add legitimacy to the visit, and to better anticipate what
languages are spoken by the residents.

Excerpt 9. [R1 Lines 150-155]

P10: “See, if there had been some arrangement with the building management
about announcing the visit... because people aren’t just allowed toenter the
building just like this... they must introduce themselves... So they can warn
ahead of time that they would come over... and then the people residing in
that building would know and would cooperate... because those who manage
the building, they know who lives in that building... what languages they
speak... so if the people were warned beforehand then they would fear less...”

In sum, participants in the Russian Language focus groups expressed general concern and
apprehension about a visit from someone unfamiliar, but there are a few things that a
Census interviewer could do to help put respondents at ease. It may be helpful for an
interviewer to be aware that some households will feel threatened by a visit from a
stranger. And so it is important for the interviewer to be polite, patient and calm, to smile
and maintain eye contact, to act friendly and not stern, to wear as much of a uniform as
possible and share her badge, and to coordinate with building staff as much as possible
prior to a visit.

Reaction to the Language ID Card

The Census interviewer in this video used a printed Language ID Card supplied by the
Census Bureau to communicate with the respondent. The Language ID card shows a brief
message in a number of languages. These languages are shown in alphabetical order
according to their English name. The participants’ reactions to the Language ID Card were
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strongly influenced by the location of Russian on the card. Because Russian was one of the
last languages displayed on the card, participants tended to find the card inconvenient and
cumbersome. Ultimately, all of the participants were able to find their language on the card
and found the card to be helpful, but they offered a considerable amount of feedback about
the design of the card, including many suggestions for improving its overall utility.

These participants summarized the initial impressions of many:

Excerpt 10. [R1 Line 257]

P9: “There are too many words here.”

Excerpt 11. [R3 Lines 201-202]

P1: “I think there is too much information. Once you open it, there is too much
to look at, soit’s hard to focus.”

Some participants added to these concerns by expressing worry that the card would be
difficult for people with glasses or older people to read.

Excerpt 12. [R1 Line 335]

P3: “The person who opens the door may not have glasses on...”

While the focus group participants were not professional designers, they suggested many
ways of reformatting the card that they thought might help to make it easier to read. Some
of these suggestions are more practical than others. Participants suggested increasing the
size of the font or increasing the contrast between the printed letters and the background.
Participants also suggested that the language names be translated or that the language
names could be made easier to visually distinguish from the other text on the card by
increasing the size or contrast of just the language names, or that the card begin with just a
list of languages and not the full text. Several groups suggested that the cards could be
easier to navigate if the language names appeared on the left-hand side of the card.
Participants also had suggestions for the visual design or layout of the cards. Two-thirds of
the groups suggested adding national flags in addition to the language names on the card,
to make searching for the languages on the card easier and more colorful, but this is
problematic to implement as discussed in prior sections of the report. Some participants
found the boxes around the text in each language on the card to be distracting.

This quote from one of the participants speaks to a number of these suggestions:

Excerpt 13. [R5 Lines 271-274]

P1: “Yes, older people will not be able to read the text. The boxes are distracting
and people need to make an effort looking for familiar letters. So, maybe they
should make the font bigger for the names of the languages... on the side
[moving her finger up and down along the right side of the page].”



Section 8 — Findings from Russian-Language Focus Groups

Some participants also had suggestions for the layout of the card itself, such as having it
open more like a booklet.

Excerpt 14. (R3 Lines 193-197]

P6: “I think that if the pages were stapled here [points to the left edge of the
card] it would open as a book. One, two, three [moves her hand as if
browsing through pages]. Because the way it’s folded now, | opened it here
[opens the left side], and then one more page [opens the right side] and
[showing the open card] I still don’t see my language. This would discourage
me, as a non-English speaker.”

Participants were able to uncover another potential usability problem with the card because
the Russian language uses the Cyrillic alphabet. The Language ID Card shows the languages
sorted according to their names in the English alphabet. This was not intuitive to Russian
speakers who are not familiar with the English alphabet. Some suggested changing the
order that the languages are displayed on the card, emphasizing that the current order
(alphabetically by English spelling) does not make sense across all languages. Suggestions
for ordering the languages included grouping themby the type of alphabet they use,
ordering the languages by their relative prevalence or number of speakers in the U.S.,
grouping the languages according to their global geography, or ordering the languages by a
combination of their geography and their relative prevalence in the U.S.

One participant explained what this kind of combination would look like and expressed
concerns about implementing it as a solution:

Excerpt 15. [R4 Lines 402—403]

P9: “Maybe group them together by popularity, say, for Europe—English, Russian,
German, French... and then it would be clear where to look for them... but this
way everything is mixed up...”

One participant spoke in more detail about grouping the languages by type of alphabet:

Excerpt 16. [R6-P6 Lines 319-322]

P6: “I wish the languages were grouped by font... | see Cyrillic alphabet but
oops... it’s Bulgarian language... | see Cyrillic alphabet but oops... it’s
Ukrainian! So it’s confusing and takes a lot of time to find the language and
makes a person uncomfortable with a stranger there watching and waiting...
you see?”

This quote shows that she was looking for her language on the card by scanning the page
for the appropriate writing system, but this strategy was rendered inefficient when
languages with similar characters or alphabets were separated due to English alphabetic
ordering.

Participants commented not only about the design of the card but also about the content or
message displayed on the card. The card asked first whether there was someone in the
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home who spoke English and then, as an alternative, asked the respondent to supply their
telephone number so that someone fromthe census would later be able to contact themby
telephone in Russian. The focus group participants were surprised to read that respondents
would be asked to share their phone number, and some participants expressed surprise to
see the respondent in the video share her phone number with the interviewer. Some
mentioned that they do not think they would have shared their phone number, some
participants commented that a phone number is personal information, and some
participants commented that they would need more concrete information about what to
expect fromthe census before they would agree to share their phone number.

Excerpt 17. [R3 Lines 251-254]

P6: “The woman didn’t want to participate, as | understand. Now that she has
read that this is about the census and seen the request to give her phone
number, why would she give her phone number to the Interviewer? She didn't
want to participate in the first place. Besides, the phone number is... personal
information...”

The language ID card can work if the respondent takes the time to find their language and
follows the instructions, but if the respondent is not interested in participating or unwilling
to share their phone number, there is no alternative way for the interviewer and the
respondent to communicate.

8.1.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

We found little to no systematic difference between the feedback provided by bilingual focus
groups and the feedback provided by monolingual focus groups in reaction to this language
barrier video. Participants in two of the bilingual groups expressed concern about the
volume of information exchanged between the interviewer and the participant, but none of
the participantsin the monolingual groups expressed this same concern. In this excerpt,
one bilingual participant expresses concern that the Language ID card doesn’t contain
enough information for a respondent to know what to expect once they provide their phone
number:

Excerpt 18. [R6 Lines 306—309]

P7: “I'd say, they need toadd a phrase explaining better... Here it says “so that
we could speak with you”... Speak about what? I'd ask myself why | would
want to give my phone number...What do they want? | understand what the
census is about but what are they going to ask me? Any concrete
information?”

It wasn’t clear whether this small difference was driven by English proficiency, but it might
be due to a simple difference: that those who speak more English are better accustomed to
exchanging more information with more ease when interacting with English speakers. One
participant had a suggestion that would address the concern: to simply share a Russian
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version of the form with the respondent, so that they could see for themselves what was
involved.

8.2 Unaware

8.2.1 Summary of Findings

The second video that the Russian Language focus group participants watched showed a
Russian-speaking Census interviewer visiting an apartment and being greeted by a Russian
speaking respondent that was unaware of the census. In this video, because both the
respondent and the interviewer spoke Russian, and there was no language barrier.

After watching this video, the participants strongly reiterated many of the themes that
emerged after they watched the first video. Participants once again emphasized that it was
important for the interviewer to act politely, to dress and act professionally, to smile and
appear friendly, and to make and maintain eye contact. They spoke again to the importance
of making and maintaining eye contact. They reiterated the importance of advance notice
before the visit and the importance of a uniform or article of census branded clothing for the
interviewers that is more readily identifiable. They also mentioned that they would like a
way to verify that someone who says they are a Census interviewer is not an imposter. And
they stressed the importance of the interviewer not peeking into the respondent’s home.

Because both the interviewer and the respondent spoke in Russian, there was no language
barrier. The interviewer was able to speak with the respondent in much greater detail about
the census. As a result, participants were able to provide detailed feedback about the
messaging around the census. Participants shared particularly strong views about the order
and content of the messaging. Participants found it particularly important for the message
to be simple, quick and direct. They thought the interviewer’s introduction should begin with
a general explanation of the census and why it is important, and then cover confidentiality
and the fact that the censusis mandatory. They did not believe that it was important to
include more messaging than this.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

In this Unaware video as in the Language barrier video, the interviewer carried a messenger
bag with a Census Bureau logo and carried a census ID badge. Nonetheless, participants
again spoke about the importance of the interviewer being readily identifiable on the street.
Some of the focus group participants noticed the messenger bag in the video and
commented that the logo on the bag helped to make the interviewer more easily
recognizable. Some participants thought that an interviewer would appear more official if
they wore more of a uniform. Other participants suggested that the interviewer carry a nice
folder or clipboard with the Census Bureau logo, or a cap or shirt with the Census Bureau
logo, in addition to the messenger bag. These participants expressed concern that the
messenger bag alone wasn’t enough to make the interviewer readily identifiable, but adding

8-9
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more branded pieces or more of a uniform could help to make the Census interviewer on
the street easy toidentify.

Participants again appreciated the Census ID Badge as a way to verify that the interviewer
is in fact a government official, but some also noted that they would like to be able to check
for themselves to make sure the interviewer was legitimate. A few participants suggested
that the Census Bureau should make it easy to verify the interviewer’s identity as a
government official using a phone number or website because an ID badge could be forged.
One monolingual participant pointed out that people who cannot read English could not read
a Census ID Badge.

Participants again stressed the importance of providing some kind of advance notice before
the visit, including communication by mail about the census or a general informational
awareness campaign. One participant noted: “If this were the first time | heard about it, |
would likely refuse” [R6 P2 lines 528-529]. One monolingual participant spoke about the
communication before the visit as a way to build trust. Communication before and during
the visit are both very important in terms of building trust with the respondent. One
participant mentioned that they would not open the door if they didn’t know to expect
someone:

Excerpt 19. [R4 lines 527-530]

P4: “I wouldn’t even open my door because no one called me or told me... If they
had told me beforehand that at a certain time an Interviewer would come and
that | needed to be expecting her, or say, the doorman would call me [to say]
that a person came to see me... without it, | wouldn’t open my door... I'm
speaking for the elderly people.”

One of the groups added to this by commenting that information disseminated about the
census in advance should assure respondents of their confidentiality.

This video featured a different interviewer than the Language barrier video, and participants
had feedback about the interviewer in this video. As in the previous video, focus group
participants spoke to the importance of the interviewer being polite, patient and friendly.
They agreed that it is important that she not appear dry or overly official, and that smiling
would make her seem more likeable and friendly. And, as in the previous video, participants
disagreed about whether the interviewer had achieved this. They generally found her to be
likeable, friendly and patient. However, some suggested that she smile more in order to
appear less threatening. Participants did like her modest and professional dress and
demeanor, but several participants complained that her long, loose hair appeared messy
and distracting.

As with the previous video, participants were very concerned about the interviewer’s eye
gaze. In this video, participants were also concerned about the interviewer’'s body
positioning. It appeared to some participants that at one point in the video the respondent
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was trying to close the door, and the interviewer moved forward. This behavior was
interpreted by some of these participants as threatening, while still others noted that
perhaps it was also necessary.

Although participants differedin their interpretation of the interviewer’s body positioning,
and this issue was not raised in every group, they were unequivocal about the importance
of the interviewer's eye contact with the respondent. This point was raised in every group.

Excerpt 20. [R1 Lines 418—-420]

P6: “She looked straight in her eyes. Didn’t hide her eyes... it was a very
important factor. It’s not important what gestures she made... I'm observing
people and | look in their eyes. When people hide their eyes, that speaks for
itself...”

Excerpt 21. [R1 Lines 451-453]

P8: “You say she was proper and polite but I think she was cold. Not a single
smile. And | didn’t see her look in her eyes. She looked past the woman.
That’s terrible...”

Participants repeatedly noted that the Interviewer should make and maintain eye contact
with the respondent and should absolutely not try to lookinto the apartment.

Excerpt 22. [R2 Lines 459-461]

P4: “l wanted to say that I didn’t like her eye movement, not at all. I don’t know,
maybe it’s the actor’s fault but maybe she had been instructed to look at the
camerabut her eyes were... it looked like she was trying to see what was
inside the apartment.”

The participants’ comments about eye contact are very important to note. They arose
consistently and were a serious matter in the participant’s view, but they may have been
due in part to the location of the makeshift teleprompter that the amateur actors used when
filming the video. It is possible that when the actress peered into the apartment to read her
lines, the focus group participants noticed that she was trying to peer inside the apartment
and spoke about how inappropriate and threatening that would be.

Reaction to I nterviewer’s Verbal Behavior

The interviewer in this video spoke Russian, and she included a message about the benefits
of the census for Russian speakers. Some of the monolingual participants commented that
they really liked that the interviewer was Russian speaking and spoke about the ways in
which the census benefits Russian speakers.

Excerpt 23. [R5 Lines 428—-430]

P6: “I liked ... the fact that she recognized that the respondent was an elderly
woman and told her about the program for the elderly. Also, the fact that she
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was a Russian speaking person and mentioned about the benefits for the
Russian-speaking people.

Participants had some positive feedback about this interviewer. They commented that she
appeared to be well-trained, knowledgeable and able to answer questions well with
sufficiently detailed information. However, they expressed a general preference for shorter
answers to questions. One group commented that the interviewer spent more time
introducing the census than it would have taken to complete the survey.

Excerpt 24. [R5 Line 384—385]

P8: “This whole thing is too lengthy. This could be done in much less time, in one
or two minutes. It could be much shorter.”

Participants thought that information about how long the visit and the census should take
was important and should be mentioned earlier in the visit. One participant suggested the
interviewer ask the respondent if they have time to talk. Another participant suggested that
the interviewer begin the conversation by asking the respondent if they have twoto three
minutes to listen. Another participant recommended not saying it will take ten minutes, but
rather to be less precise and say a few minutes which sounds like less of a burden.

One participant summed up some of these sentiments:

Excerpt 25. [R2 Line 486]

P10: “At the very beginning she should’ve said that it would take 10 minutes, but
she said that at the end.”

Although participants felt that the interviewer was well prepared, they expressed concerns
about the style of her speech. Some participants commented that the interviewer’s speech
was too formal, too verbose and provided too much information. Participantsin some of the
groups worried that elderly Russian speaking people, who are generally more likely to be
afraid of officials, would have a hard time following the interviewer’s speech. They
suggested that Russian speaking interviewers should begin to use fewer formal words if a
respondent appears frightened or intimidated.

Participantsin all of the groups commented that they did not find the interviewer to be very
responsive, and they pointed out a variety of ways in which she could have been more
responsive. Some participants commented that the interviewer didn’t build rapport, smile or
laugh. Some commented that she should have shown more emotion or more affect. Some
commented that the interviewer didn’t allow the respondent to talk much or respond to the
information presented. Participantsin one of the monolingual groups commented that they
thought that the interviewer should tailor her responses based on the respondent’s level of
understanding. These comments could stemin part from the inherent flatness of an
amateur video that must stay on script in order to remain comparable across languages, but
it is still very important to note that the reaction to script-reading in general was negative.
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The participant’s clear preference was for an interviewer who could go off-script and interact
with the respondent in a way that feels genuine, builds rapport and is more interactive.

Participants had mixed views on whether it is a good idea for an interviewer to tailor their
description of the census to a respondent’s interests or characteristics. For example, one
participant commented they wished that the interviewer had allowed the respondent to talk
more, in order to understand what is important to themand then explain how the census
could help. Other participants also suggested the interviewer pay closer attention to the
respondent’s interests. The video that they watched contained an example that prompted
more discussion. In the Unaware video, the interviewer spoke about programs for the
elderly. One participant wondered about the interviewer’s intentions in bringing up the
elderly: did she think that the respondent was elderly? Some participants appreciated this,
liking that she noticed that the respondent was an older woman. But other participants
noted that this technique could backfire if, for example, the respondent didn’t consider
herself elderly. Another participant commented that the interviewer’'s assertions about
helping seniors were not relevant at all because they are not believable. To this participant,
this idea seemed too farfetched to be true.

Reaction to Key Messages

Because, in contrast to the Language barrier where there was no common language
between the interviewer and the respondent, the Unaware video featured two Russian
speakers, this video provided the Russian Language focus group participants with their first
opportunity to hear and react to messaging about the census. Participants shared feedback
about the content of the messaging as well as the order of the messages. Participantsin the
Russian-language focus groups expressed a universally strong preference for a short and
direct introduction fromthe interviewer. They reacted negatively to what they viewed as
extraneous information. Participants felt that it was important for the interviewer to speak
briefly but directly to the fact that the census is required by law and then address security
concerns. They did not appreciate discussion about where funds would go.

Excerpt 26. [R3 Lines 392—396]

P4: “I think there was too much unnecessary information about distributing
funding. | think they should emphasize the message “the survey is important
becauseit’s required by Law” and that “the survey results influence future
governing.” If the respondent asked other questions, then the Interviewer
could answer them. But if not, then thereis no need to focus on why the
census is important.”

The interviewer in the video tries to confirmthe address with the respondent. To those who
are familiar with the census, confirming an address is a very basic, essential part of the
process of participation. However, it seemed odd to some of the focus group participants.
One participant asked why the interviewer repeatedly mentioned the respondent’s address
in the video. Other participants wondered why the interviewer mentioned the respondent’s



Multilingual Research for Interviewer Doorstep Messages

address, but not their name. In their mind, if the interviewer knew their address they
should also know their name. Participantsin another focus group expressed concern about
the question “Do you live at this address?” because they worried that this question could
put some respondents on edge. Despite the preceding discussion between the interviewer
and respondent in the video, not all of the focus group participants had enough context to
understand why the interviewer would ask the respondent about their address. Instead of
confirming the address of the home first, some participants suggested that the interviewer
should first explain why she had come to the house.

Excerpt 27. [R3 Lines 321-325]

P5: “I didn’t like that she started with the questions “Do you live at this address?”
and said the address. It would be better if she first explained the purpose of
her visit and then started asking her questions.”

Excerpt 28. [R5 Lines 405—408]

P10: “l want to say that the first question she asked: “Do you live at this
address?” threw the respondent off... You could even see how the respondent
sort of got concerned. Maybe that question had to be asked a little bit later,
at the time when she already started filling in the survey... that’s when this
guestion needed to be asked.”

Participants had a lot to say regarding the key messages about the census. They provided
feedback about the content of the messages as well as the order in which the messages
should be presented. The messages they reacted to included a brief description of the
census and explanation of why it is important, an explanation of the benefits to participation
in the census, an assurance of confidentiality and that the census does not take much time.
The interviewer shared a printed Security Warning Card with the respondent when
discussing confidentiality.

Participants had a strong reaction to the message that the census is required by law. Their
reaction to this message generally shaped their feedback about other persuasive messages.
Although one participant believed that participationin the census should be a personal
choice, the vast majority of participants in all of the focus groups felt that the law
eliminated much of the need to convince a respondent to participate and even rendered
some of the other messaging irrelevant. Because they found this part of the message to be
a critically important one, they thought it should be included early in the introduction.
Participants also agreed that a short explanation of why the interviewer had come to the
household, what the census is, and why the census is important was essential. However,
they strongly believed that this introduction should be short, simple, direct and to the point.

Excerpt 29. [R3 Lines 345-348]

P4: “As | understood, by the end of the video, she said that participation in the
census is required by law. But she only mentionedit at the end. But | think
that she needed to start with that. After the introduction, she had to say that
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the Law required everyone to participate. And then... you know... Law is
Law...”

Excerpt 30. [R1 Lines 503-504]

P3: “It’s necessary to start with saying that it’s the Law of the US. And that
according to the Law, everyone must participate init. | believe that this would
reduce resistance”

Participants reacted positively to the message that the census is confidential, and found it to
be a crucially important message. Many commented that the interviewer should mention
confidentiality early in the interaction, and some thought that it should be mentioned first,
after a brief introduction. Participants reacted positively to the Security Warning Card and
thought the interviewer should show the card when discussing confidentiality.

Excerpt 31. [R3 Lines 341-343]

P8: “And why did she not show that piece of paper about the confidentiality at the
very beginning? It would make the person feel good. The respondent resisted
a lot, but she showed it at the very end.”

Excerpt 32. [R4 Lines 500-503]

P7: “Maybe at the beginning she should’ve explained about confidentiality and
then talk about everything else... Because the respondent began to trust what
the Interviewer was saying only after she had shown her the confidentiality
paper, explained that everything would be kept in secret.”

However, although the participants found the Security Warning Card to be important and
generally believed that it should be shown to the respondent early, some openly doubted
that a respondent would actually read it. One participant thought that a respondent would
only read the title, and another thought the respondent wouldn’t read it at all. However,
reading the card was beside the point. Participants thought the card was important to show
whether or not it was actually read.

Participants also reacted positively to some of the other messages about the census. They
found it important for the interviewer to make it clear to the respondent that the census
doesn’t take much time to answer. This was another message that they suggested should
be mentioned early in the interaction. Participants also reacted positively to the
interviewer's offer to help them complete the formand to the message that everyone,
including the respondent’s neighbors, must participate. One participant suggested that the
interviewer be very specific about what questions would be asked as part of the census, so
that respondents could have a better understanding of what they were asked to do.

Although participants differed a little in the order of messaging they suggested, there was
widespread agreement that an introduction to the census, an assurance of confidentiality, a
mention of the law requiring participation, and an assurance that the census will not take
much time were the most important topics for an interviewer to cover. There was also
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strong agreement that the interviewer should cover these topics in a straightforward, quick
and direct manner.

Reaction to Culture-Specific I nteraction Features

Participants agreed that the interviewer spoke Russian well. However, they disagreed with
some of her language choices. The phrase gomoxo3ssiicteo» (household) appeared
somewhat anachronistic to some participants. It is the correct termfor household, and it is
used by the Russian census, but it has become a technical term, and some would prefer to
be asked about their family rather than their household.

Some participants objected to the use of «AnapTMeHT™ (apartment). This termis borrowed
from English and Russified into the Cyrillic alphabet, so generally Russian speakers who
have beenin the U.S. longer accept the term, but Russian speakers who came to the U.S.
more recently will find it bad and tend to prefer the Russian term « kBapTupa» (apartment).

While discussing language choice, one participant suggested that «6yaeT 06e3nnyeHo n
nmeTb GopMy cTaTUCTMUeckoro otyeta» (data will be grouped togetherin one systemand
produced as a statistical report) sounds overly formal, like written language. While it is in
fact formal language, there is not much that could be done to make it less formal, except
for supplying some very concrete examples or maybe using phrasing like this: «gaHHble
6yayT aHOHUMHbI M UCMNOMBb30BATLCS Kak cTaTucTuka / “the data will be used anonymously
and as statistics”). This participant also suggested that «Bawu cocean y>xe Ha 3To
otBeTunn» (your neighbors have already responded) would be less intimidating than
«npuagetcsa» (willhave to). This is one person who clearly objected to the directness of the
mandatory message. Because of the sheer impact and importance of the current phrasing to
the majority of focus group participants, we would not recommend making any changes
based on her suggestion.

Aside from these comments about language choice, participants found nothing else about
the video to be culturally inappropriate.

Participants did note, however that “no means no” in Russian, and outright refusals should
be avoided. Once someone says that no, they will not participate in the census, and they
will not change their mind. Interviewers should be careful not to put a respondent into a
situation where they refuse to participate.

8.2.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

There were no significant differences in findings between monolingual and bilingual
participants in reaction to this video.



Section 8 — Findings from Russian-Language Focus Groups

8.3 Fear/Mistrust of Government

8.3.1 Summary of Findings

The third video that the Russian-language focus group participants watched showed a
Russian speaking Census interviewer visiting an apartment of a respondent who was fearful
or mistrustful of government. Fear of government was a common theme among Russian
focus group participants. Their fear was primarily based on experiences with the
government in their home countries, and they expressed concern throughout their focus
group sessions that the Census interviewer not appear too stern or threatening.

Although the script was different fromthe previous video, and participants were told not to
repeat the same points, much of the feedback to this video was similar to the feedback
provided in response to past videos. Participants did not dwell on the differences between a
respondent that was unaware of the census and a respondent who was afraid of
government and thus hesitant to participate. In response to this video, participants
reiterated the importance of having the interviewer not appear too official or stern.
Participants again mentioned how it was important to themthat the interviewer appear
trustworthy and credible, as well as patient, polite, and professional. Participants also
stressedthe importance of the interviewer appearing friendly and smiling more. They again
agreed that it was important for the Interviewer to be knowledgeable, but they strongly
disliked long-winded or formal speech. They wanted her answers to be concise, simple and
direct. They once again emphasized the importance of explaining that the censusis
mandatory and pointed out that mentioning this early on could potentially eliminate wasted
time. Participants also spoke again to the importance of the Security Warning Card.
However, after seeing the Security Warning Card again in this video, some participants
voiced more of a tactile concern. They began to speak to their desire to hold the Security
Warning Card in their hand, as well as the census form, to hold and read the documents for
themselves.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Participants commented that Russian people are generally suspicious and not trusting. For
this reason, the interviewer needs to be friendlier and smile significantly more. They also
commented that it is very important for Russian people to understand why the interviewer
is coming to the door.

Participants reacted positively to the interviewer’s patience and persistence. They liked that
the interviewer did not get discouraged. She didn’'t seem annoyed or give up because the
respondent was reluctant. They appreciated that the interviewer was calmand confident,
and not taken aback by the demeanor of the respondent. They found her polite, and they
appreciated that she came off as professional and dressed neatly.



Multilingual Research for Interviewer Doorstep Messages

Participants discussed their concerns about the safety of the respondent who was being
visited by a stranger. They reiterated the importance of being aware of the census prior to
the knock on the door, emphasizing the importance of a good informational campaign so
that people knew to expect a visit from a Census interviewer. One participant suggested
that a sign in the lobby of the building might spread awareness. One group noted thatit
would be more threatening for a male interviewer to come to the door; worse two male
interviewers; and even worse than that would be two male interviewers who came inside
the home. The Census interviewer in this video did not enter the home but instead stood in
the doorway, and participants reacted positively to this. They found it less threatening for
the interviewer to remain in the hallway in front of the apartment, rather than going inside
the home to complete the census. However, withthe Census interviewer standing in the
doorway to the home, participants were once again very sensitive to the eye contact of the
interviewer. They thought it was important for the interviewer to maintain eye contact with
the respondent and not try to look around the apartment.

All of the participants understood the interviewer's speech and believe that they would take
part in the census, but some expressed a preference for holding materials in their own
hands and reading them for themselves. One participant mentioned that he would take the
information and complete the census on his own after the visit. This person mentioned a
general distrust of people coming to the door and asking for information. Other participants
said that they would like to hold the Security Warning Card for themselves. Some
participants wished that the interviewer had handed the Russian form to the participant and
let themread it for themselves. These participants likely generally preferred to read new
information for themselves over listening to it.

Some participants felt that the interviewer should be able to provide incentives for
participation. Participantsin some of the groups suggested that participation in the census
be incentivized with a t-shirt, a pen, a pin or something else.

Reaction to I nterviewer’s Verbal Behavior

After watching this video, the focus group participants reacted positively to the interviewer’s
apparent knowledge about the census. They liked that she was prepared to answer
questions and counter resistance fromthe respondent with good, detailed responses.
However, they disagreed about whether the responses that the interviewer provided were
easy enough to understand. Participants agreed that a Census interviewer should use
simple, clear and straightforward language, but they disagreed about whether the
interviewer in the video had done this. While some participants commented on her use of
simple and precise language, others commented that her responses should be shorter,
simpler, and easier to understand. Some participants commented on the formal register of
the words, indicating that the language sounded too official and somewhat unnatural for
spoken speech, and one participant expressed concern that some of the information would
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be particularly difficult for a middle-aged woman to understand. In addition to using simple
language, some participants commented that it was good that the interviewer let the
respondent ask questions and did not interrupt the respondent.

Excerpt 33. [R1 Lines 696—698]

P9: “l can say that she’s quite polite. If they responded negatively, she kept being
polite... she responded back and explained why she did what she did... that
was her job and ... she did it quite politely...”

Participants commented that it was important for the interviewer to tailor the messaging to
the respondent. This tailoring included, for example using more or less detail according to a
respondent’s apparent level of understanding, using different messages for young and old,
or speaking to a respondent’s concerns and the ways in which the census relatesto them.
In this way, some participants felt that the interviewer should allow the respondent to talk
more and then customize their responses. For example, if a respondent complains about
traffic, the interviewer could explain how the census could help with traffic problems.

Excerpt 34. [R4 Lines 721-724]

P9: “When the respondent is unhappy about the traffic {Note: Utters in English:
traffic} and schools, that’'s whenthe Interviewer should explain how the
census would help with it and, | believe, it would be better if the Interviewer
did that in a form of questions, asking for the respondent’s opinion, rather
than just pouring all this information on the respondent.”

One participant objected to too many references to ‘the government,’ saying this may make
Russian speakers nervous.

Excerpt 35. [R1-P5 Lines 587-590]

P5: “there was too much of “government,” “government” ... not all people feel
good about the government. As | remember, this makes Russian-speaking
people anxious. Then, Social Security and immigration status... they shouldn’t
mention them at all. If a person asks about it then they can answer it. This is
my opinion.”

This respondent spoke to concerns that are common among immigrants in the U.S., such as
social security and immigration status. This represents another interpretation of ‘fear of

government’ that was less common in the Russian-language focus groups, but still present.

Reaction to Key Messages

After watching this video, participants discussed the communication about the census that
the household could have had prior to the visit. After mentioning that respondents first
receive a census formin the mail and are given a chance to complete the census online,
participants felt that this information was important for the interviewer to mention. They felt
that the interviewer should mention that the census formwas already sent in the mail, but
wasn’t returned and completed and that the household had not yet completed the census
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online. Participants also thought that it might be helpful for the interviewer to explain to the
respondent that she had a list of addresses, and the respondent’s address was included on
the list. This way they would feel less singled out. Participants were encouraged to hear that
others were also participating.

Excerpt 36. [R6 Lines 606—611]

P6: When the respondent asked the Interviewer why she came to see her
specifically, the Interviewer said that she came to the address. She should’ve
said: “See, | have a list of addresses that | need to visit and your addressis
on this list.”

P2: Yes, that would be better as it would give the respondent the idea that she’s
not the only one who was picked by the Interviewer.”

Participants were interested to hear more about what questions were and were not included
on the census form. They were reassured to hear that their social security number would
not be collected, their passport information was not necessary, and their immigration status
would not be collected. They thought it would be helpful for the interviewerto carry a
sample census formthat they could hand to the respondent. Participants discussed reasons
why someone who feared the government would refuse to participate in the census,
including that the respondent has something to hide or is afraid of the government knowing
something. The Interviewer should make it clear from the beginning that they only care
about the number of people living at the house, their age and their gender, and not their
immigration status.

Excerpt 37. [R5 Lines 721-726]

P6: “I thought about my relatives from the former Soviet Union... they feared the
government and were afraid to get in trouble by sharing information. So, for
me, it’'s important to know for sure whether or not the information that they
are asking from me and which I don’t want to share, whether or not such
information would be confidential for real. So, if I did not have to disclose that
information then I would participate. But if 1 had to disclose this information,
evenif | was told it was confidential, | would not agree.”

Participants thought that it was important to mention confidentiality upfront, and they
thought that it was important to mention that the law helps to protect their confidentiality.
They appreciated some of the detail about confidentiality, but some commented that
information about the penalties to census staff was extraneous or could even be
misinterpreted. Some participants wished the interviewer had emphasized that the goal of
the censusis to release statistics and not individual information, as statistics are a
commonly understood example of confidentiality.



Section 8 — Findings from Russian-Language Focus Groups

Excerpt 38. [R2 Lines 744—745]

P6: “The phrasesabout imprisonment are scary, even if they’re not talking
about this respondent. This all sounds scary and the person may thinkit is
about them.”

Excerpt 39. [R3 Lines 562-564]

P4: “l also liked that she mentioned about the Oath and the repercussions for
disclosure, that it wasn’t just a promise of confidentiality but that everyone
was signing non-disclosure papers.”

In this video, the Census interviewer mentioned some of the benefits of the censusto
Russian speaking people. Participants had mixed reactions to this. Some participants
thought it was important not just to mention the benefits to the Russian speaking
community but also to offer concrete details about the benefits, to make the claim more
credible. Other participants felt that singling out the Russian-speaking populationwas not a
good thing, because it gave themthe impression that the count was only of Russian
speakers. One participant was confused by the references to Russian speaking people and
felt it suggests that the government will pay some special attentionto Russian speaking
people. However, although speaking about the benefits of the census to the Russian-
speaking community generated mixed responses, there was a more positive reaction to the
underlying theme of “civic responsibility.”

Participants again discussed the order in which the interviewer should present the key
messages. Once again, the ordering they suggested was shaped by their view that the fact
that the censusis mandatory for all makes a long introduction unnecessary. The key
elements that participants thought the interviewer should mention were that the censusis
mandatory for all, that responses will be kept confidential, and that the census is important.

Excerpt 40. [R1 Line 657]

P2: “That the law requires it and that it’s confidential and important. I'd follow
that order.”

Excerpt 41. [R1 Lines 813-814]

P8: “This is the law... if she had said at the very beginning that this was the U.S.
law, | wouldn’t need all the remaining 10 minutes... | would complete the
survey.”

Excerpt 42. [R1 Line 668]

P8: “Law and confidentiality are the most important.”

Excerpt 43. [R1 Lines 670-671]

P10: “We, as law-abiding people... so first about the law and then the
confidentiality... so nothing to fear basically... so present all that material in a
nice way.”
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The messaging that the participants found to be most important consistently did not include
the benefits of the census to the community. This is both because participants had mixed
reactions to this message and because many saw it as unnecessary. One monolingual
participant explained this sentiment well when she commented that the interviewer did
extra work by mentioning the benefits in detail. According to her, the interviewer needed
only to have mentioned that it was required by law and benefited the Russian community.

Reaction to Culture-Specific I nteraction Features

Overall, participants felt that the Interviewer spoke Russian well and the video seemed
culturally appropriate. However, participants had feedback about some of the language used
in the video. Much of their feedback surrounded terms that are used in census and surveys
in order to gain a certain level of precision, but not commonly used in speech. For example,
there was some debate about the use of gomoxo3saiicteo (household), but there was no
clear, betteralternative to suggest. A couple of participants suggested Bce, kTo npoxuBaeT
(all who live here) as an alternative, and one suggested Cembs (family). The moderator
asked if it was better to replace the word gomoxo3sicteo (household) with npoxueatowme B
3Toun kBapTupe (residing at this apartment), and some participants agreed. However, there
was some concern that a similar phrase npoxwuBatowme no aTtomy agpecy (residing at this
address) could scare people. Participants ultimately felt that the interviewer should
emphasize that the censusis for all addresses and for everyone. This important detail
lessens the impact and provides context for the slightly unusual phrasing.

Some commented that «noacuert, nepecuet (count) has a negative connotation. This word
is a generally neutral, but respondents might have reacted tothe termbased on their soviet
experience when the concept of being counted was associated with ensuring control from
the government. The word is commonly used for votesin elections in addition to the
Russian census.

Participants discussed other technical terms as well. One participant commented that some
of the language seemed like bureaucratic jargon or professional terminology. She suggested
that «obwernaunoHanbHasa» (National) could be replaced with «no Bceli ctpaHe» (all overthe
country) and «aHkeTuposaHue» (survey) could be replaced with «3anonHeHue aHkeTb»
(questionnaire completion).

Participantsin one of the focus groups discussed and disagreed about how direct the
interviewer should be. Some participants commented that speech on behalf of the
government should be more direct. They felt that there were too many unimportant words,
like a Bac ysepsto (I assure you), «noBepbte» (believe me), «Bngute nu» (you see). One
participant said: “If she’s a government representative and she’s doing her job, and this is
for the government and the Law requires it, she needs to be brief and to the point. Just say:

‘we need you to do this and that’, ‘please do it’.” Another participant who also found this
phrasing unnecessary further claimed that these phrases could come off as threatening and
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unprofessional. Other participants disagreed. These participants liked that the Interviewer
used words like «Bnaute nmn» (you see). They felt that the approach suggested by the first
participant was toodirect. Ultimately some respondents will appreciate phrases like these

and others will not.

8.3.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

There were no significant differences in response between monolingual and bilingual
participants.

8.4 Low Engagement

8.4.1 Summary of Findings

The fourth and final video that the participants watched showed a Russian speaking
interviewer visiting an apartment and speaking with a Russian speaking respondent who
was not very civically engaged.

After watching this video, participants reiterated many of the same themes that had come
up in reactionto other videos. They once again emphasized the importance of knowing in
advance that the Census interviewer will come to their house, and they once again
expressed a strong preference for a short and direct introduction fromthe interviewer that
mentions that the censusis mandatory for all, that the responses are confidential, and that
completing the census won't take much time. Again, the participants spoke to the
importance of the interviewer smiling, making eye contact and listening to the respondent.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Participants had little to say about the interviewer's nonverbal behavior or appearancein
this video that they had not discussed after watching the previous videos. They reiterated
the importance of the interviewer smiling and appearing friendly, remaining patient and
polite, making and maintaining eye contact, and listening and responding to the respondent.

Some participants suggested that the Interviewer just leave a census formwith the
respondent and ask when she should return. This would allow the respondent time to read
and review the census formon their own.

Reaction to Interviewer’s Verbal Behavior (Words Used, Tone, etc.)

After watching this video, participants discussed the interviewer’s greeting, introduction and
way of getting to the door. Some of the participants expressed their surprise that the
Census interviewer was able to knock at the door to an apartment. They wondered how the
interviewer would have entered the building without their knowledge.

When the respondent in the video answers the door, the interviewer asks the respondent
whether they are a resident at that address. Some of the participants expressed concern
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that knocking at the door and asking, “Do you live at this address?” could appear
threatening. They spoke of other ways to begin the interaction. Some participants would
prefer “good afternoon” to “sorry for disturbing you” as a greeting. Some participants
thought it was important to introduce the census before confirming the address. One
participant liked the idea of introducing participation in the census as being part of
something bigger.

Excerpt 44. [R3 Lines 762—764]

P6: “One more thing... in every video she says: “Every 10 years the Census
Bureau...” no need to say it that way, better to be more ... It's better to say
like this: “as you know, census is underway right now” ... That way it makes
the person feel like a part of what happens across the country.”

The participants liked that the Interviewer said she “won’t even have to go inside” the
apartment. It helped themto feel more at ease to know that the census could be completed
in the hallway. They emphasized that they thought it was not a good idea to enter
someone’s home without an invitation.

Excerpt 45. [R5 Line 814]

P5: “I think it’s encouraging when the Interviewer says, “l don’'t need to walk
inside of your home. We can do it right here.”

Participants discussed the interviewer’s style. Some participants felt that the interviewer
was too monotonous in her tone and didn’t show enough emotion. Participants discussed
the style of her introduction. One commented that the interviewer said, “l understand that
you’'re tired, that you just came from your work and you have things to do.” This participant
then asked: “why say so many unnecessary words? ‘It’s required by Law’- and that’s it” [R6
P1 lines 754—755]. Another participant disagreed: “l disagree... that those introductory
words were not useful. | believe those words help to establish contact between people. If an
Interviewer were speaking to me in just a dry and formal manner | would not respond to
her, I'd ask her to leave me some information so | could contact themlater. | wouldn’t be
refusing per se, but | would do it when I felt it would be convenient for me. Aggressive
persistence would cause a negative response” [R6 P7 lines 773—774]. These points of view
are not actually as divergent as they seem. It is polite to begin with an introduction or
greeting, but neither are expecting an extended conversation by way of greeting and both
expect theinterviewer to get to the point quickly.

The participants liked that the interviewer in the video said that the census can be
completed quickly, and she can help. Participants noted that it would be helpful to include:
“I’'m a Russian speaking interviewer, I'm visiting the Russian speaking people and I'm
spending my time here. Spanish speaking interviewers visit Spanish speaking people but |
spend my time on you” [R6 P10 676—678]. They appreciated that she said «a Bac ysepsto»
(I assure you.).
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A conversation about interviewer safety led the participants to debate the utility of having
two interviewers. Although this may be safer for the interviewer, it was quickly decided
against, as it would come off as more threatening.

Reaction to Key Messages

Participants once again reiterated how important it is for the interviewer to make it clear
that she was there because the respondent had not answered previous mailings.

Excerpt 46. [R3 Lines 785—786]

P1: “It would be better to say: ‘two weeks ago our Bureau sent out a mailing, but
for some reason we didn’t receive your response.’

Participants again spoke of the importance of the census being required by law, and again
this fact eclipsed the others. They felt that this should be said early on, and that it should
shorten the conversation substantially because people would quickly decide to participate.
Participants were divided about whether they themselves would participate, but many felt
that the legal obligation alone was persuasive. Participants thought that it was also very
important for the interviewer to show the Security Warning Card, so that respondents could
see in writing that participation is obligatory.

Participants discussed the civic duty to participate in the census:

Excerpt 47. [R1 Lines 849-850]

P5: “The ending is more convincing... she explained... that is you're requiredto
do it because of the U.S. Law... you’re required to do it, this is your civic duty.
This would motivate the person...”

Excerpt 48. [R1-P10 Lines 852—853]

P10: “These are most important words that change everything... when the person
hears that it’s the law of the United States and that it’s your civic duty, these
are the key words.”

Generally, the participants would assume that civic duty applies only to citizens. One
participant suggested saying “everyone, regardless of their legal status, is required to
participate” rather than “you are required to participate.” Participants liked that the
interviewer in the video mentioned that the respondent was obligated to participate and
that participation in the census is the responsibility of all those who live in the US,
regardless of immigration status. Some participants were unsure of whether rpa>aaHckui
ponr (civic duty) makes sense to noncitizens. Althoughthe word rpaxaaHckmin (civil) has a
generic meaning that could be applied regardless of citizenship, it shares the same root as
rpaxaaHuH (citizen) which was used as a term of address in the soviet era. Instead of
“ladies and gentlemen,” soviets used NpaxxaaHe! Tosapuwu! (Citizens! Comrades!), and
probably because of the question of U.S. citizenship is such a prominent issue for Russian
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immigrants, this may make some people think that civic duty only applies to citizens. One
alternative to this would be «obuwecTtBeHHbIN fonr» (societal duty).

Although the majority of the participants in all of the Russian-language focus groups spoke
to the importance of making it clear upfront that the censusis mandatory, some of the
participants struggled with the best way to present this fact. One of the monolinguals
discussed this problem:

Excerpt 49. [R4 Multiple Participants Lines 825—-852]

P5: But this phrase: “you’re required” raises some kind of protest... “I'm required?
I’m not required to do anything!”

P4: And if she’s not a citizen, then she’s not required!

P5: But if the Interviewer tried to persuade her by saying that “this would help

you too and you also are helping the government to plan for your future and
for the future of your community”... then it would be more effective.

P6: I would also emphasize the benefits to the community including the
respondent over the message of the census “being required.”

P8: Yes, the phrase: “you’re required” makes people feel negative.

P1: But, it is our obligation. People are indeed required to participate.

P2: It’s the patriotic duty of people who live in this country.

P8: But “you’re required” does throw you off...

M: How would you change it?

P4: “XenatenbHo 6b1” (it is advisable).

P5: Even better to say it in a more personalway: “s 6y4y Bam odeHb 651arogapeH”

(1 would be thankful).

Participantsin this group spoke to ways to soften the message so that a respondent would
not react negatively to it, and these strategies included mentioning benefitsto the
community, which had repeatedly been identified as an extraneous message. The message
that the censusis required is clearly the key message, but the presentation of it was not as
universally agreed upon.

Participants expressed a variety of concerns about their participating in the census. They
commented that people who had been in this country longer may have had more of a
chance to get used to the census, whereas for people who are newer to the country it would
take some time to get comfortable with it. They mentioned concerns over making a mistake
on the form or providing anincorrect response. One person mentioned that someone with a
record (e.g., a DUI) could be worried about participating. Participants commented that in
the current political climate, undocumented residents would not answer the door. Some of
the participants commented that it sounded like respondents couldn’t get into trouble for
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their responses, but the interviewer could get into trouble for disclosing information. But a
respondent may not know this before they opened their door and spoke with a Census
interviewer.

Participants held steady in their belief that the key messages for the Census interviewer to
convey are that the censusis necessary for all and that responses will be kept confidential
(that the law guarantees confidentiality).

Excerpt 50. [R6 Lines 692—695]

P7: “In all three videos the confidentiality and law are mentioned at the end, and
I think that they should start with it... they need to make sure people
understand right away that the law guarantees the confidentiality and, in
addition, this would benefit your area. The messages of confidentiality and
that the Law requires need to be at the very beginning.”

Once these key concepts have been covered, the interviewer could discuss other things,
such as the ways in which census completion can benefit an area or that the goal of the
questions is to create reliable statistics. Interestingly, although the majority of groups had
strong or mixed opinions about whether it was effective to talk about the benefits of the
census to the community, one group had warmed to the idea after discussing this video.
Participantsin this group also suggested that the interviewer emphasize community
planning and benefits to the community over the message of the census being required.
One participant had a suggestion for the interviewer to first introduce herself and then “to
say that ‘in order to improve the servicesin the community and the country and so on...
we’re conducting this census and so on... and we’d appreciate...’. | mean, to change the
format of the speech a bit.” To these participants it could be a good idea to discuss the ways
in which the census benefits others—although this should only be discussed briefly or after it
has been made clear that the censusis mandatory.

Reaction to Culture-Specific I nteraction Features

Participants had some suggestions to soften the interviewer’s language. Some participants
mentioned that the Interviewer's emphasis should be on ‘the country’ rather than ‘the
government.’ And some participants didn’t like the words required or obligation, because
they seemed overly harsh or direct. One suggested “XenarenbHo 6b1” (it is advisable), and
another suggested: “s 6yay Bam oueHb 6naroaapeH” (I would be very thankful). These
suggestions, however, were likely not a reaction to the words chosen or used by the
interviewer, but rather a reaction to what some respondents viewed as a pressure situation.
Although the strong and clear preference was always for more direct language, a small
number of respondents perceived more of a need to use polite language.
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8.4.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

There was a small difference between the reactions to this video from participantsin
monolingual and bilingual focus groups. Participants in monolingual groups were slightly
more likely to prefera more direct approach froma Census interviewer. Some of the
monolingual participants had a negative reaction to some of the language used and felt that
the tone of the interviewer sounded pleading, and not appropriate. They expecteda
representative of the government to sound a bit more aggressive and confident. One
respondent thought that the Interviewer could have been firmer, as she was there for
official business. Other monolingual participants liked that the interviewer was persuasive,
patient, persistent and polite, and thought that she seemed respectful. Bilingual participants
did not express a wish for the interviewer to be firmer in any of the groups. Overall, the
preference for the interviewer to be friendly and polite and smile more was much stronger
across all of the focus groups, both bilingual and monolingual, than any preference for her
to be more firm.

8.5 Summary of Overall Reaction across the Four Videos

8.5.1 Most Encouraging Messages

Overall, participants in the Russian Language focus groups expressed a very strong
preference for two key messages; that the censusis required by law and that responses will
be kept confidential. Although some participants were encouraged to hear about the ways in
which the census benefits the community, others felt as though this kind of message was
not relevant and not very credible.

8.5.2 Most Common Concerns or Reasons to Refuse to Participate in the
Census

Overall, the Russian Language focus group participants reported that they would agree to
participate in the census, and that the decision was straightforward because participation is
required by law. However, participants expressed unease about a visit from a stranger to
their home and a general fear or distrust of government. Knowing to expect a visit from a
Census interviewer and being able to easily identify a Census interviewer were both very
important to the participants. Once the respondent opens the door to the interviewer, it is
very important for the interviewer to appear friendly and credible, provide clear, direct and
simple responses to questions, and appear knowledgeable and professional.
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8.6 Recommendations
8.6.1 Recommendations for the Language Barrier Situation

Interviewer Behavior and Appearance

Focus group participants reported unease about a visit from a stranger, and a language
barrier can only add to that apprehension. Because of this, the interviewer’s appearance
and behavior are important. It is important that the interviewer dress modestly and
professionally, and that the interviewer be easily recognizable to the respondent. The
messenger bag and badge can help the interviewer to be readily identifiable, but a badge
could be threatening or intimidating to someone who could not read it. To help with this,
respondents suggested that the interviewers wear more of a uniform or carry more than
just a messenger bag with obvious census branding. Participants also spoke of the
importance of expecting a visit from a Census interviewer, both fromcommunication by
mail that precedes the visit and through a wider public awareness campaign.

It is generally important for the interviewer to smile and appear emotive and friendly. A
friendly demeanor can help to put the respondent at ease. The interviewer should make and
maintain eye contact and not try to peer into peoples’ homes.

When encountering a language barrier, it is important for the interviewer to remain calm
and patient and to not raise the volume of their speech. The interviewer should first try
asking “what language do you speak?” in English before beginning to use the language card.

Placement of Russian in the Language lIdentification Card

Most participants found it difficult to find Russian on the Language Identification Card
because it was one of the last languages displayed and the languages were displayed in
order according to their names in English. Participants found the cards visually difficult to
navigate, and it seems like there was too much information on the page. The designers of
the card should consider other ways of displaying the information on the card to make it
easier to read and easier to search for one’s language. Ordering the languages according to
their names in English is not intuitive to respondents who speak a language like Russian
that uses a different alphabet; other ways of visually organizing the information should be
considered. The card designers should consider including the translated name of the
language in addition to the language name in English and making the language easier to see
and identify, for example by moving it to the left-hand side of the page, making it bolder or
darker or increasing the contrast between the text and the background, or by making it
larger. Participants suggested adding more color or a graphic element, such as a flag, in
order to make the card easy to navigate. However, using flags would quickly become
untenable, as more than one language is spoken in each country, and languages are spoken
in more than one country. In addition to this language preference and national identity are
not simple matters.
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Participants felt very uneasy about providing their phone numbers to the interviewers in
order to facilitate communication by phone in Russian. If this is the only solution for
communicating in Russian, more information about why a phone number is needed and the
privacy measures that will be used to protect the number would need to be shared.

8.6.2 Recommendations for the Unaware, Fear/Mistrust of Government,
and Low Engagement Mindsets

The focus group participants had many strong recommendations about presentation of key
messages about the census. It was important that the interviewer be very well prepared
and knowledgeable about the census. The interviewer should appear polite and friendly,
listen to the respondent, and answer questions in a simple and direct way.

Participants expressed very strong opinions about the key census messages. The most
important message, in their view, is that the censusis required by law, and because this is
the key message, other information presented should be brief, simple and direct. The
interviewer should provide a short, simple and direct introduction to the censusincluding a
concrete description of what the census questions entail. The interviewer should then
explain that the censusis required by law for everyone and that responses are confidential.
The interviewer should show the Security Warning Card when explaining that the census is
confidential. The interviewer should then let the respondent know that the census will not
take long to do (5—10 minutes), and that they will be able to help.

Interviewers should be able to provide answers that are appropriate to the respondent’s
level of understanding. If a respondent expresses concerns, the interviewer should be able
to address them. The benefits of the census to the community should not be a standard part
of the interviewer’s introduction or explanation of the census, but they can be mentioned if
the interviewer believes they are appropriate in the context of their conversation with the
respondent. If they are mentioned, the interviewer should be prepared to be specific in the
benefits they mention. It may also be helpful to mention that the information collected is for
statistical purposes only.
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Exhibit 8-1. Summary of Russian-Language Recommendations for the Mindsets
of Unaware, Fear/Mistrust of Government, and Low Engagement
1. Interviewer’s nonverbal behavior and appearance

Appearance .

Non-verbal .
behavior

Interviewers should dress and act professionally and neatly in modest clothing
and tie long hair back so it is not distracting.

Interviewers should carry census branded items prominently, and, if possible,
wear a uniform.

Interviewers should remain polite, calm and friendly. They should listen to the
respondent and avoid a flat affect.

Interviewers should make and maintain eye contact. Interviewers should not
peer into people’s homes.

Interviewers should be prepared to answer questions with simple and direct
responses.

Interviewers should consider coordinating with the management of an apartment
building before visiting. It may be possible to provide some kind of warning to
residents to let them know to expect the interviewer, and the interviewer may
be able to better anticipate what languages are spoken in the building.

The census should consider providing a way for respondents to verify Census
interviewers, either by allowing respondents a way to confirm some piece of
badge information or allowing dubious respondents an opportunity to complete
the census at an official location of some sort.

Exhibit 8-1.

(continued)

Summary of Russian-Language Recommendations for the Mindsets
of Unaware, Fear/Mistrust of Government, and Low Engagement

2. Standard opening statement (for all three mindsets)
Once the respondent answers the door, the interviewer can use the following language in the order

needed, depending on the direction the conversation takes. The Interviewer should pause after each
message to give the respondent a chance to respond or ask any questions.

Russian English
. GREETING and IDENTIFICATION . GREETING and IDENTIFICATION
3apasctBynTe. lob6poe yTpo/Ao6pbili AEHb. Hello. Good morning./Good afternoon.
MeHs 30ByT [FIRST NAME]. A oT I am [FIRST NAME] from the U.S. Census Bureau.
AmepukaHckoro Biopo lMepenucu Hacenexus. Here is my ID. Do you have a few minutes?

BoT Moe yaoctoBepeHue nMYHOCTU. Y Bac ecTb
HECKO/IbKO MUHYT?

. PURPOSE OF VISIT . PURPOSE OF VISIT

B HacTosiwee Bpema Biopo nepenuvcu Right now the U.S. Census Bureau is currently
HaceneHns NpoBOAUT Nepenunucb No BCEN conducting the population census in the whole
cTpaHe. Mbl mocnanu nNo noyTe Ha KaxAabln country. We sent a mailing to every address
anpec NMCbMO C Npocb6oi 0 coTpyaHUYeCTBe, asking for cooperation but we have not received a
HO Mbl He Noay4Yusu OTBET C 3TOro aapeca. S response from this address. | am here to help you
3aecb (Nnpuwen), 4tobbl MOMOYb Bam complete the form.

3anonHuTe dopmMy (aHKeTy).

8-31
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MANDATORY PARTICIPATION AND
CONFIDENTIALITY:

Yyactne B nepenucu tpebyeTcsa 3akoHoM. Bce
XMBYLLME B 3TOM CTpaHe AOJIKHbI 3aM0JIHUTb
dopMy nepenucu HaceneHus He3aBMUCUMO OT UX
rpa>aaHcTea UM Mx UMMUrpaLoOHHOIo
cTtatyca. W 3T0T amepmKaHCKuiA 3akoH
rapaHTMpyeT, 4To Bawu otBeThl 6yayT
KOH(pMAeHUnanbHbIMK. Balwm oTBETbI HUKAK He
NOBAMAIOT Ha Baw MMMUIrpauMOHHbIR CTaTyc,
coumanbHble N0CO6MS UIN Me UL MHCKY 1O
CTPaxoBKY.

[Show the Security Warning Card.]

BURDEN AND CONTENT:

Bonpocbl nepenncn o4eHb Nerkne, n oHu
3aHMMalOT BCEr0 HECKO/IbKO MUHYT. MHe pgaxe
He HY>XHO BXOAWUTb B Balwy kBaptupy/aom
(4T06bI NOMOYb Bam OoTBETUTH Ha HUX.)
Bonpocbl B aHKeTe 0 TOM CKOJIbKO NtoAel 34ecb
XMBET, X BO3pacT, UX Non, n T.4.

ADDRESS VERIFICATION:

Sl AonkeH 3aiaTb BOMPOCHI U3 aHKETHI
nepenucu HaceneHus no6omMy B3pociomy,
KOTOPbIN XXMBET MO 3TOMY agpecy. Bbl
npoXuBaeTe Mo 3TOMy afApecy
<ADDRESS=>?

MANDATORY PARTICIPATION AND
CONFIDENTIALITY:

Participation in the census is required by law.
Everyone living in this country must complete the
census form, regardless of their citizenship or
their immigration status. But the same law
guarantees that your answers will be confidential.
Your responses will not affect your immigration
status, social benefits, or medical insurance.

[Show the Security Warning Card.]

BURDEN AND CONTENT:

The census questions are very easy and they only
take a few minutes. | do not even need to come
into your apartment/house. The questions ask
how many people live here, their age, their sex,
etc.

ADDRESS VERIFICATION

I need to ask the census questions to any
adult who lives at this address. Do you live at
<ADDRESS>?

Exhibit 8-1.

(continued)

Summary of Russian-Language Recommendations for the Mindsets

of Unaware, Fear/Mistrust of Government, and Low Engagement

3. Additional messages that might be most useful to address different concerns or

mindsets

If the respondent has further questions, due to unfamiliarity with the U.S. Census Bureau,
fear/mistrust of the government, low engagement with civic duty, or any other reason, the
Interviewer can use the following messages after the opening statement to address each type of

concerns:

Russian

English

PURPOSE OF THE CENSUS COUNT

BtofxeTHoe hMHaHCMPOBaHME YCNyT U NporpaMm B
Kax4 0N MECTHOCTU CTPaHbl OCHOBAHO Ha 4ucne
nto4en, KoTopble TaM XMBYT. N03TOMy O4YeHb
BaXHO MMETb MOJIHblE U TOUYHbIE LUDPbI O
KONIMYyecTBe HaceneHus.

[aHHble, KOTOpble Mbl cObupaem, 6yayTt
MCNonb30BaTbCs, YTO6bLI cCoObpaTh CTAaTUCTUKY.
HwnkTO 3a npeaenamn bropo MNepenncu HaceneHus
He byaeT3HaTb Kakue OTBETbl NMpuHaaexaT
KaKoMy 4yenoBeky. Bawm oTBeTbl U NM4Has

CONFIDENTIALITY WITH STATISTICAL USAGE

PURPOSE OF THE CENSUS COUNT

Government funding for services and programs
in each local area in the country is based on the
number of persons who live there. For this
reason it is very important to have a complete
and accurate count of the population.

<<MIGHT BE MOST USEFUL FOR UNAWARE
MINDSET>>

CONFIDENTIALITY WITH STATISTICAL
USAGE

The data we collect will be used to create

statistics. No one outside the Census Bureau will
know which answers belong to which individual.
Your responses and personal information will be
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nHdbopmMaumsa 6yayT coxpaHeHbl CTPOro
KOH(pMAeHUNaNnbHbIMM M He ByAyT pa3rnalaTbCs.

= CONFIDENTIALITY

AmMepukaHckoe Bropo nepenucu coxpaHseT B TaliHe
NoJly4YeHHble CBEL EHNS O YAaCTHOM XU3HN NHOAEN U
CTPOro 3awmwaeT KoHDUAEeHUNAbHOCTb BCEN
nHpopmMauum. Bawm otBeTbl HMKOrAa He 6yayT
nepesaHbl B ,pyrue npaBuTebCTBEHHbIE
yupexaeHus.

= OVERALL BENEFITS OF CENSUS DATA

[Ons Toro 4to6bl pacnpeaensTe rocyaapCTBEHHbIE
dOoHAbI BaXKHO 3HaTe Nobonble getanemn o
HacesleHNN Kaxa0M MecTHOCTU. Ecnn pesynbTtaThl
nepenmcm NoKasbiBakT, YTO MPOM3OLLSIO
yBeNnyeHne Yyncna ManeHbknx geTei B 4aHHOM
MeCTHOCTU, TO depepanbHbie cpeacTBa MOTyT 6bITb
BblAENEHbI AN YCAYT AETAM, TaKMX Kak
CTPOUTENbCTBO HOBbIX LWIKOJ U AEeTCKUX
NJoWaaoK M yaydlleHUst opyrux cneumanbHbiX
ycnyr. A ecnv pesynbTaTbl NepPenMCcK NoKasbiBaoT,
YTO TaM XMBET 60/bloe KoNMnM4ecTBo MOXWUIbIX
NoAen, To MoryT 6biTb BblgeneHbl POHA b A4S
yydLleHns ycnyr neHcuoHepam. Hanpumep, Ha
NOCTPOMKY LL€HTPOB nan 4OMOB 4115 NpecTapenblX.

kept strictly confidential and will not be
disclosed. <<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST>>

= CONFIDENTIALITY

The U.S. Census Bureau honors privacy and
strictly protects confidentiality. Your answers will
never be shared with other government
agencies.

<<MIGHT BE MOST USEFUL FOR
FEAR/MISTRUST>>

= OVERALL BENEFITS OF CENSUS DATA

Knowing more details about the population in
each local area is important to distribute
government funding. If the census results show
there is an increase in the number of young
children in an area, federal funding may be
allocated to that area for children’s services,
such as construction of new schools or
playgrounds, and improved services for children.
If the census results show that an area has a
large senior population, federal funding for
senior services may be allocated to that area to
build senior centers or nursing homes, and
improve services for seniors.

<<MIGHT BE MOST USEFUL FOR LOW
ENGAGEMENT AND UNAWARE=>

8.6.3 Recommendations to Avoid I neffective Verbal and Nonverbal

Messages and Behaviors

A visit from a stranger could be threatening, and participants were particularly wary of

visitors with a stern countenance. Interviewers should avoid intimidating tactics altogether,
such as putting a foot in the door if the respondent begins to closeit. Participants
emphasized the importance of listening to the respondent and avoiding delivering messages

that sounded like they were memorized by rote. Participants emphasized the importance of

making and maintaining eye contact and were very wary of a roaming eye gaze.
Interviewers should try to make eye contact and avoid peering inside people’s homes.

Interviewers should avoid using aggressive language or behavior that might cause a
respondent to refuse to participate. If a respondent does refuse to participate, they should

not attempt to change the respondent’s mind.

Participants thought it was important for the interviewer to provide some background about

the census before verifying an address, because otherwise verifying an address can appear
as threatening or suspicious behavior. That said, although some background is certainly
important, interviewers should be mindful of respondent’s time and not spend several
minutes providing long explanations. Respondents will perceive this as wasting their time
when it would be more respectful to deliver the message quickly and economically.
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9. FINDINGS FROM ENGLISH-LANGUAGE FOCUS GROUPS

In addition to the non-English-language focus groups this study, focus groups were
conductedwith English-language participants, and for two reasons. First, they were included
as a baseline for comparison to investigate whether participants in the non-English language
groups reacted to the Census messages in the same ways as participantsin the English-
language groups. Second, because the messages were initially designed for English
speakers, English-language focus groups were conducted to investigate whether the

messages were effective for English speakers.

Of the English language groups, the monolingual English-language groups were E1, E2, and
E4. The bilingual English-language groups were E3, E5, and E6. Of the bilingual focus
groups, group E3 consisted of all Spanish-English bilingual participants, and participantsin

groups E5 and E6 spoke English and at least one other language.

9.1 Language Barrier

9.1.1 Summary of Findings

For all of the non-English language focus groups, a language barrier mindset video was
filmed showing a respondent at the doorstep who spoke the same target language as the
participants in those focus groups. However, because non-English languages were not
relevant in the English-language focus groups, participants in the English-language groups
were shown the same language barrier mindset video that was shown to participantsin the
Spanish-language focus groups. In this video, the interviewer attempts to interview a
respondent who does not speak English. When the interviewer sees that the respondent
does not speak English, the interviewer shows the respondent the Language ID card so that
the respondent can identify her language. Once the respondent identifies that she speaks
Spanish, the interviewer asks the respondent for a phone number that the Census Bureau
can use to contact her to complete the census at a later date. Regarding attire, the
interviewer wore a black dress shirt, a grey cardigan sweater, blue jeans, and casual boots.

Participants across multiple focus groups suggested that most people in that situation would
be apprehensive because of the language barrier and because the respondent is being
asked for her phone number. For example, one participantin E2 said the interviewer was
“lucky” the respondent even answered the door. Participants in E4 discussed that while they
might be pressured into giving their numbers to the interviewer, they would not answer
phone calls from numbers they do not recognize.
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Despite their perception that the interviewer appeared to pressure the respondent into
giving a phone number, participants said the interviewer was otherwise friendly. Participants
also had both positive and negative reviews of the Language ID card, and offered
suggestions forimprovement on how to handle the language barrier situation.

Reaction to How the I nterviewer Handled the Situation

Participants had both positive and negative impressions of the interviewer that were
common across multiple focus groups. Regarding positive impressions, participants in E1,
E2, E4, E5 and E6 described the interviewer as appearing friendly and polite. In particular,
Participant 2 in E4 described the interviewer as non-threatening and communicative:

Excerpt 1 [E4-P2 Lines 79-83]

P2: “When she came to her, she showed respect by speaking in a way that —her
demeanor was non-threatening.”

M: “Yes.”

P2: “It was, you know, communicable [Sic]. It was like she could relate to her. And
| liked the fact that she immediately showed her ID.”

As exemplified in the above excerpt, participants in five of the focus groups appreciated that
the interviewer showed her ID badge because it helped indicate that she was a legitimate
interviewer. Participants in four of the focus groups also said they liked that the interviewer
showed the respondent a form (i.e., the Language ID Card) and asked the respondent
questions even though the respondent didn’t speak English. Participants said this behavior
was a sign the interviewer was willing to work through the language barrier with the
respondent, as explained by Respondent 1in E4:

Excerpt 2 [E4-P1 Lines 69-70]

P1: “She was showing her what language does she speak. Even if she can’t say that
out of her mouth, she can point to them.”

Finally, many participantsin E4 also appreciated that another interviewer would come back
to the house to complete the survey in the respondent’s language.

Regarding negative impressions, participantsin every focus group did not like that the
interviewer asked the respondent to put her telephone number in the interviewer’s phone.
For example, two participantsin E1 described the action as “personal.” One participant
suggested that a more formal transaction would be to complete a card in Spanish that asks
for respondent’s phone number. Participantsin E1 debated whether the interviewer should
instead leave a number for the respondent to call. One participant supported the idea
because it was less invasive than the respondent entering a phone number in the device,
but other participants did not support it because they felt that the respondent would likely
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not call the number provided to her because she already had not responded to initial census
data collection attempts.

Furthermore, while she was perceived as generally polite, participants in E2 and E3
perceived the interviewer’s approach as a little too aggressive. Two participants in E3
observed that the interviewer did not pause after saying “hello,” and went right into
explaining the reasons for the visit. Some participantsin E2, E3, E4 and E6 also did not like
that she appeared aggressive in trying to get the respondent’s phone number and did not
appear to give the respondent the choice to refuse. Participant P3 in E3 and Participant P2
in E4, respectively, described the respondent as seeming vulnerable in that situation:

Excerpt 3 [E3-P3 Lines 117-120]

P3: “There is a power struggle, and even though the lady who answered the dooris
resistant to that intrusiveness. She’s given hints: moving her head, giving gestures,
saying, “No, no, no — | don’t want to talk to you!” But she kept going....”

Excerpt 4 [E4-P2 Lines 91-93]

P2: “...Thewoman’s demeanor immediately said, well, I'm — I’'m not understanding
you. You're asking me and you’re showing me the phone and you're saying... — so
now she feels under pressure.”

As a solution, participantsin E2 and E4 suggestedthe interviewer stop after the respondent
began speaking Spanish, and then provide the respondent an information pamphlet in
Spanish that has instructions on how to complete the census.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Participantsin E2 liked that the interviewer smiled at the respondent. However, the focus
groups that made comments about the interviewer’s clothing in this video disagreed on
whether it was appropriate. In the video, the interviewer wore a black dress shirt under a
grey cardigan sweater, blue jeans, and casual boots. Participants in E2 said the interviewer
should have dressed more professionally, while two participantsin E3 said that the
interviewer looked professional.

Reaction to the Language ID Card

Similar to their opinions on how the interviewer handled the situation, participants also had
positive and negative opinions of the Language ID card. Regarding positive opinions,
participants in E1 said the card had a clean layout. Participants in E4, E5, and E6 liked the
card and said it was a necessary tool in a language barrier situation. For example,
Participantsin E4 liked the listing of several language options and described the card as a
necessary tool for the Washington, D.C. area in particular, as this city has residents from
around the world. All bilingual participants in the English-language focus groups were easily
able to find their language on the card. However, one bilingual participant spoke the
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Hindustani language and had difficulty finding it. This finding mirrors the findings in some
non-English-language groups where languages listed later on the card were more difficult
for participants to find.

Regarding negative opinions, some participantsin E3 and E5 said the Language ID card was
overwhelming and it might take time for someone to sift through the languages listed to
find the applicable one. Participants in E3, E4, and E6 stated the card would not benefit
respondentswho are illiterate in their non-English language, since literacy is necessary to
understand the card.

Respondents’ recommendations for improving the Language ID card covered three topic
areas: (1) reformatting the card, (2) adding a write-in line space for entering contact
information, and (3) using alternative tools altogether. During debates about ways to
improve the card in E2 and E3, showing respondents language flashcards that have one
language on each card - instead of showing one card with 53 languages - was discussedin
E2, and dividing the languages listed on the card by continent was discussed in E3. Neither
group came to consensus, as some participants in both groups also preferred the current
format to the proposed alternatives. A participant in E5, with experience in graphic design,
suggested making the language names stand out more on the paper, possibly by bolding
them. A participant in E6 suggested a space on the card to write the respondent’s telephone
number, assuming that a different Language ID card could be used for each respondent.
Finally, as an alternative to using the Language ID card, participants in focus groups E2 and
E4 suggested the use of an electronic application that can translate speech into multiple
languages, and allow two people who speak different languages to communicate with each
other. The application was proposed by Participant P5 in E4:

Excerpt 5 [E4-P5 Lines 172-175]

P5: “So if she had on her phone an app that could download what she wanted to say
in that language, boom! She would have been able to get that girl immediately on-
board ‘cause she would have done boom, boom, boom - showed her.”

9.1.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Attitudes and opinions were mostly the same between monolingual and bilingual groups.
However, one difference between the groups was that some participants in the monolingual
focus groups suggested that more interviewers be bilingual to reduce the frequency of
language barrier situations.

9.2 Unaware

9.2.1 Summary of Findings

In the unaware mindset video, the interviewer uses key census messages toconvince a
respondent who is unaware of the census to participate in the census. The census messages
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used by the interviewer include: (1) census datais used to financially benefit the
community, (b) census datais confidential, (c) the censusis required by law, and (d) the
census only takes 10 minutes to complete. Participants in E3 and E5 said this scenario was
very realistic because they felt that many people do not want to be bothered. While
Participant P5 in E5 agreed with this sentiment, he also said the interviewer was effective
with talking about how the census can benefit the community.

When discussing whether they would participate in the census if they had been the
respondent in this situation, participants in most focus groups said they would have
participated. For example, participants in focus groups E2 and E5 said they would
participate as soon as the interviewer demonstrated legitimacy as a Census Bureau
representative, and because the censusis 10 minutes long and can be done quickly.
However, to qualify the group’s response, two participants in E5 mentioned that they would
insist that the interview happen outside the door, especially if the interviewer is a male and
respondent is a female, out of concern for the respondent’s safety.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Participantsin E2 and E6 liked that the interviewer showed a Security Warning Card to help
explain the interview to the respondent. However, participantsin E1, E2, E4, and E5 disliked
that the actor playing the interviewer in the video appeared to be reading from a
teleprompter located inside the home. This made it appear as though the interviewer’s eyes
were shifting back and forth between the respondent and inside the respondent’s home.
This non-verbal behavior made the interviewer look nosy, suspicious, and untrustworthy, as
explained by Participants P4, P1, and P6 in E4:

Excerpt 6 [E4-P4, P1, and P6 Lines 350-352]

P1: “Sounds like she’s lying about like all the facts.”
P4: “It’s like she’s making up stuff that she isn’t supposed to be saying.”
P6: “Like what are you looking at in my house?”

Although this situation was caused by the amateur actor reading from a teleprompter, it
highlighted the importance of the interviewer maintaining non-threatening eye contactwith
the respondent, and not looking inside the respondent’s home when looking away from the
respondent.

Reaction to I nterviewer’s Verbal Behavior

Participantsin three focus groups (E1, E2, and E6) appreciated that the interviewer
answered the respondent’s questions patiently and politely. Participantsin all focus groups
also described the interviewer as clear, specific, thorough, and informed. Another positive
impression expressed in E3 and E6 was that the interviewer offeredto come back at a later
time, which showed flexibility and respect for the respondent’s time.
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While participants perceived the interviewer to be pleasant and able to thoroughly answer
the respondent’s questions, participants also had negative reactions to the interviewer.
Some participants in E3 and E6 said the interviewer had an impersonal and robotic delivery,
while participantsin E3 said the interviewer spoke very fast. Finally, participants in E1, E5,
and E6 said the interviewer’s thorough explanation of the census was very long and could
have been shorter if the interviewer mentioned the key census messages, including that the
census benefits the community, is only 10 minutes long, and the data that is collected is
protected by law, sooner in the interaction.

Reaction to Key Messages

Participantsin all focus groups had mostly positive reactions to the key messagesthe
interviewer used to convince the respondent to participate, and described the messages as
possibly effective for respondents who are unaware of the census.

Participantsin E1 and E5 liked how the interviewer appealed to the respondent by
mentioning how completing the census can help allocate funds to the elderly. Participant P5
in E5 discussed the appeal of this message:

Excerpt 7 [E5-P5 Lines 477-480]

“This can benefit you because you know we need to know how many people are
here. Forthe kids. You know, the services. So, yes, it may be inconvenient for like
whatever ten or fifteen minutes for you, but, you know, just take a little bit of time
out of your day, you know.”

Participantsin E1, E3, and E5 also liked the message that the census only takes 10 minutes
to complete, and several participants in E1 stated that this message would make them more
likely to participate.

Participantsin E1, E5, and E6 also liked the message that respondent answers remain
confidential. For example, participantsin E5 discussed people’s fear of identity theft and
hacking. They also noted that a social security number is not necessarily required and
people could steal your identity just using names and birthdates. One of these participants
said that the interviewer should have brought up data confidentiality at the very beginning
of the conversation because of the importance of this message. When further discussing
confidentiality, two participants in E6 were concerned about the data being shared with
federal government agencies, namely Immigration and Customs Enforcement (ICE) and the
Internal Revenue Service. They suggested that respondents should also know that their
personal information would not be shared with these agencies.

Among the messages, the statement that the census is required by law was the only
message with both positive and negative impressions for focus group participants. For
example, participants in E1, E2, and E5 said it was helpful to know that everyone has to do
the census because it is required by law. A participant in E2 also said that the interviewer
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saying she also has to complete her own census formmade the interviewer seemrelatable.
However, three participants in E3 said they did not like to be told that the census is
"required by law," which communicated to themthat the respondent had no choice but to
complete the census.

Focus group E3, in which all participants were bilingual Hispanic participants, discussed how
many Hispanic respondents may be wary of participating in the census, despite the legal
requirement. Participants P5 and P3 in this group said the sensitive relationship Hispanic
residents have with the government, due to immigration status and other issues, might
make some Hispanic residents apprehensive about completing the census on the
interviewer's first visit.

Excerpt 8 [E3-P5 Lines 418-421]

P5: "I don’'t know if 1 would do it immediately in the beginning [say that the census
is mandatory]. I'd have to be careful with that, because they will shut their door,
because, | mean, with the environment, what’s going on right now, depending on the
population you are addressing."

Excerpt 9 [E3-P3 Lines 434-438]

P3: "I don’t care if you have an ID from the Census Bureau or the federal
government, or anyone. But I think that people would want to think about it, and see
whether they want to participate. They may want to consult also the rest of the
community or family in the home to see if they want to offer that information."

In addition, participant P5 in E3 pointed out that the census interviewer should be prepared
to give written information to women in some Hispanic households because these women
would usually consult with their husbands or let their husbands deal with situations where
the household interacts with outside entities like the government. She explained:

Excerpt 10 [E3-P5 Lines 487-490]

"Or another option is [to give] information to the lady [who opens] the door, because
usually in our culture we ask... the husband to follow whatever issues it is or
whatever answer, we need to ask... the husband. | know, that’s not good, but this is
our culture."

Reaction to Culture-Specific I nteraction Features
The English language mindset videos were filmed using standard interviewer procedures

and messages that were developed for English speakers. As such, adaptations to other
cultures were not included. Participants did not raise any culture-specific messages or issues

during discussion of this mindset video.
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9.2.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

The only difference between the monolingual and bilingual groups was an in-depth
discussion by bilingual focus group E3 about issues specific to Hispanic respondents, as
discussedin Section 1.2.1.3 above.

9.3 Fear/Mistrust of Government

9.3.1 Summary of Findings

In the fear/mistrust mindset video, the interviewer interacts with a respondent who fears

that her personal information will not be protected and doubts that completing the census
will benefit her community. The interviewer is able to convince the respondent by sharing

census messages about the ways in which census datais protected and can be used to

benefit the respondent’s community.

When asked whether they would participate in the census if they had heard the messages in
this video, most participants in E1, E2, and E5 said they would likely participate. In
particular, participantsin E1 mentioned how all of the key census messages (See Exhibit
2.2) were very effective. In sum, participants had both positive and negative impressions of
the interviewer’s verbal behavior, thought the census messages were effective, and had

recommendations for improving the interviewer’s appearance and verbal behavior.

Reaction to Interviewer’s Nonverbal Behavior and Appearance

Participants’ comments about nonverbal behavior in this video mostly related to the
interviewer's appearance. Participants in E2 liked that the interviewer carried a bag with a
Census logo because it helped the interviewer appear legitimate. In an in-depth discussion
about the interviewer’s clothing, participantsin E5 debated whether the interviewer dressed
professionally enough. The participantsin E5 tried to figure out what the interviewer was
wearing in the video, and decided she was wearing jeans, which they said was too casual.
At first, they all seemed to agree that census interviewers should wear suits, but then a
participant suggested a uniform. Another participant suggested a shirt with a logo, while
another participant objected to government money being spent on uniforms. They seemed
to decide that more professional attire, combined with ID badge, would be the best attire to
have. Finally, participants in E6 mentioned that the interviewer had poor eye contact
because she looked back and forth between the respondent’s eyes and towards the inside of
the respondent’s home. However, the participants at this point realized that these eye
movements were likely from the interviewer actor reading from a teleprompter, and not a
part of standard interviewer behavior.
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Reaction to I nterviewer’s Verbal Behavior

Participants across focus groups had both positive and negative impressions of the
interviewer in the fear/mistrust mindset video. Regarding positive comments, participantsin
El, E2, and E3 liked that the interviewer was polite, patient, and knowledgeable when
addressing the respondent’s questions and comments. Participants in E4 said this video
seemed to explain information in more detail compared to the unaware mindset video, and
they liked how the interviewer was able to seamlessly address respondent concerns as the
respondent raised them. Participantsin E6 liked that the interviewer answered questionsin
a succinct manner and that she mentioned how she had to complete the census as well,
because it made her appear relatable. Finally, participants in E2 liked that the interviewer
verified the respondent’s address to make sure she was at the correct residence.

While the participantsin the focus groups had several positive impressions of the
interviewer, they also had several points of constructive criticism. First, some participants in
E3 disliked that the interviewer did not pause more between statements at the beginning of
the interview. This lack of pausing made the interviewer appear insensitive to the
respondent’s time, because the respondent was not given a chance to say that she was too
busy to participate. One participant suggested that the interviewer could have been even
more polite and respectful of the respondent’s time by asking if the respondent can “spare
five minutes or ten minutes” before continuing with the interaction. Furthermore, while
participants in E6 said the interviewer appeared relatable by telling the respondent she has
to complete the censustoo, they (as well as participants in E2) said the interviewer sounded
very scripted, which made her appear less engaging than she could have been. Participants
in E3 also said the interviewer needed to be more “personal.” Finally, while the interviewer
gave the impression she was knowledgeable, participantsin E2, E3, and E5 said the
interviewer's responses were too long, and should have mentioned key messages sooner or
more succinctly.

Reaction to Key Messages

Like for the unaware mindset video, participants had generally positive reactions to the key
messages the interviewer discussed in the fear/mistrust mindset video. For example, some
participants in E1, E4, and E5 liked the message that everyone needs tocomplete the
census so that the information can be used to help the community.

Regarding the “census datais confidential” message, focus group E5 discussed this issue in
length. One participant liked that there is no social security number question on the census
and that this video seemed to focus more on the confidentiality topic than did the unaware
mindset video. Another participant was especially concerned with knowing that the census
Bureau would not share personal information with other government “entities,” such as the
Department of Defense (DOD) or ICE. Others in E5 agreed, pointing out that some people
do not have immigration documentation and would be afraid to interact with the
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government. In conclusion, they recommended that either the Security Warning Card or the
interviewer could state that the census does not share information specifically with ICE,
DOD, or the police.

Participantsin E1 and E6 also liked the messages that (1) census datais kept confidential,
(2) there are consequences when Census Bureau employees illegally share census data, and
(3) that everyone is required by law to complete the census. However, one participant from
E4 criticized the legal requirement message, saying that it makes the interaction seem
forced with no choice for the respondent to refuse, as explained by P4:

Excerpt 11 [E3-P4 Lines 817-819]

P4: “It's still forced. They put you in an awkward position by being at your door and
telling you that is — that it’s lawfully — you have to do it, by law.”

Finally, participants in E1, E2, and E3 liked the message that the census is brief and will
only take 10 minutes to complete.

Reaction to Culture-Specific I nteraction Features

As previously mentioned, the English language mindset videos were filmed using standard
interviewer procedures and messages that were developed for English speakers. Participants
did not raise any culture-specific messages or issues during discussion of this mindset

video.

9.3.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

Although not related to whether the groups were monolingual or bilingual, there were two
points mentioned by a bilingual group that were not discussed by the monolingual groups.
Bilingual group E6 mentioned that the interviewer appeared relatable by saying she has to
complete the census herself and also mentioned that the interviewer had had poor eye
contact because she looked into the respondent’s home inappropriately.

9.4 Low Engagement

9.4.1 Summary of Findings

In the low engagement mindset video, the interviewer interacts with a respondent who is
initially reluctant to complete the census because she is busy and thinks she will not benefit
from doing it. Like for the previous three mindset videos, the interviewer uses census

messages to successfully convince the respondent to participate.

Some participants in E2 and E5 said they would participate in the census if they were in that

situation because the interviewer appeared especially relatable in this mindset video
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compared to the previous three mindset videos. However, other participants in E4 and E5
acknowledged that there will always be people who would not want an interviewer at their
homes simply because the interviewer is a stranger and works for the government. In sum,
participants identified both positive and negative aspects of the interviewer’s behavior, and
most participants across the focus groups liked that the interviewer asked, “Can you help
me out?” because it made her appear especially relatable. Finally, participants across

groups had mostly positive reactions to the census messages included in this video.

Reaction to Interviewer’s Nonverbal Behavior and Appearance
When discussing the low engagement mindset video, participants mentioned two aspects of

the interviewer’s nonverbal behavior. Participants in E3 liked that the interviewer smiled,
and participantsin E5 disliked that the interviewer’s eye contact inappropriately looked into
the respondent’s home. However, this behavior was again due to the amateur actor reading
from a teleprompter placed inside the respondent’s home.

Reaction to Interviewer’s Verbal Behavior (Words Used, Tone, etc.)
Participants had both positive and negative impressions of the interviewer’s verbal behavior

in the low engagement mindset video. Among positive impressions, participants described
the interviewer as polite and informative (E1, E3, and E4), persistent (E2 and E5), and they
appreciated how she tailored her responses to specifically address the respondent’s
concerns (E2). Participants also appreciated how the interviewer appeared “humble without
begging” (E5) and seemed less scripted than in previous videos (E6). One participantin E1
liked that the interviewer said she does not have to go into the respondent’s house, which
made the interviewer seemrespectful of the respondent’s home space.

One behavior discussed by participants in several focus groups was the interviewer asking
the respondent to help her out by completing the interview. This behavior caused mostly
positive reactions. For example, participantsin E1, E2, E4, E5, and E6 liked this statement,
and participantsin E2 and E6 in particular said this statement made the interviewer appear
charming, relatable, and “human.” For example, Participant P7 in E4 describes how this

statement made the interviewer seemcharming:

Excerpt 12 [E4-P7 Lines 966-969]

P7: “l like the fact [that] what she said, that she got her foot in the door. But I like
the way she did it. She did it with a lot of, you know, pizazz.

P8: “Right.”
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P7: “She’s like ‘can you help me out? It's my job...”

Finally, participants in E2 liked that the interviewer mentioned the “censusis 10 minutes
long” message sooner in this mindset video than in the unaware and fear/mistrust mindset

videos.

Regarding negative impressions of the interviewer’s behavior, participants in E1 said the
interviewer's answers could have been more succinct. They were also concernedthat a
neighbor could overhear the initial discussion and possibly the entire interview if the whole
interaction stayed at the doorstep. Furthermore, some participants in E2, E3, and E4 said
the interviewer was a little too aggressive in trying to get the respondent to complete the
interview. For example, a participant in E2 said the interviewer asked “Is anyone home?” in
an intimidating way and another participant in E2 said she showed her ID badge too soon,
which can be intimidating. Some participants in E3 and E4 also seemed not to remember
the interviewer saying that she could come back at an alternative time because they
mentioned that the interviewer seemed too forceful and could have suggested that she
come back at an alternative time. In this case, the interviewer’s perceived persistence in the
interaction seemed to overshadow the fact she actually gave the respondent the option to

come back at a later time.

Finally, while many people thought that asking “can you help me out?” made the
interviewer seemrelatable and was a good technique, one counterpoint was made by
Participant P4 in E4. This participant believed that the persuasion technique could almost be
too effective, in that it could encourage vulnerable respondents to participate, thereby
putting themat risk. This participant mistakenly believed that the Census Bureau will use

census data to report undocumented immigrants to immigration authorities:

Excerpt 13 [E4-P4 Lines 1008-1014]

P4: “If there are illegal aliens in somebody’s house and you come and say, I’'m just
doing my job and you trick somebody into giving information that will harm the
people in their house. Then —just because it’s personal, it doesn’t really, you know —

Make it — constructive.”

While untrue, this misconception was expressed by many participants in all three of the

bilingual English-language focus groups.
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Reaction to Key Messages
Like for the unaware and fear/mistrust mindset videos, participants in the focus groups had

mostly positive reactions to the key census messages communicated by the interviewer in
the low engagement mindset video. Some Participants in E1 liked the message that the
census takes 10 minutes to complete, while some participants in E1 and E3 liked the
message that the census can be used to benefit the community. Participants in E1 and E5

liked the “censusis required by law” message.

Regarding what participants disliked, while some participants in E1 said the “census data
can benefit the community” message was effective, one participant said a weakness of this
message is that by the time money is appropriated based on census results, some people
will have moved to another neighborhood. Finally, some participantsin E3 thought the
“census data can benefit the community” message was not useful because they were
skeptical of the benefits actually being implemented. This sentiment was also expressed by

some participants in the Russian-language focus groups.

While participants in E3 debated the usefulness of the “census data can benefit the
community” message, participants in E4 debated the usefulness the “census is required by
law” message. In E4, an argument arose regarding whether the census should be
mandatory. Some participants said it was not necessary for the census to be mandatory
because they did not believe that the census would improve communities in general, and
that it could in fact harm their community, especially in communities with immigration
issues. Participant P4, who was against the census being mandatory, mentioned:

Excerpt 14 [E4-P4 Lines 1046-1049]

P4: “Fromthe last video the lady [stated that she] lived there for fifty years and
never left and nothing ever changed. And if the census comes around every ten
years, she had five times to get it right and change her community, but nothing

changed.”

However, Participant R7 countered the above statement, stating that the censusis not

responsible for how the census datais used:

Excerpt 15 [E4-P4 Lines 1057-1061]

9-47



Multilingual Research for Interviewer Doorstep Messages

P4: “No, not exactly. Because the census information is open to many different
agencies. Some are private. We're talking about businesses. We’re talking about
Government agencies. We’'re talking about Congress. We're talking about the whole
shebang. So you're deciding not to do the census, fine. That means you’re not

counted.”

At the end of the discussion, most participants agreed that the census was important but
also questioned its value since there are many communities that still seemto lack

resources.

Security Warning Card
When discussing the Security Warning Card, participants had positive impressions, negative

impressions, and recommendations for improvement. When discussing whether they would
read the card in full, most participants in E1, E4, and E5 said they would fully read the card,

while the rest in these groups said they would skim through it.

Regarding the Security Warning Card’s appearance, one participant in E1 liked that the
phrase “Your Answers Are Confidential” was in bold type. However, while this phrase was
easy to read, she felt that the rest of the card was difficult to read because it was verbose
and used complex language. One participant in E5 who seemed to not have read the whole
card, said that she was not sure whether the card addressed whether participation is
required by law, or just referenced confidentiality. Regarding areas of improvement,
participants recommended ways to simplify the card. Participants in E6 suggested the card
be written in simpler language, while participantsin E2 said the card should use bullet

points rather than paragraphs.

Participant P1 in E4 was skeptical of the legitimacy of the confidentiality statement because

more than just the interviewer at the Census Bureau could see all of his information:
Excerpt 16 [E4-P1 Lines 1308-1312]

P1: “Now if I tellyou my answer and you say it’s supposed to be private. You [are]
going to go backand tell somebody else what | just done said. So, technically, it’s
not confidential because you're telling somebody else and you don’t know if that

personis going to tell the next person. So tell me, it’s really not confidential.”

A few participants agreed with him, while others did not agree. Some participants believed
the censusis confidential, as census information will only be shared among Census Bureau
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employees. Although most participants agreed that the census is confidential, they also
pointed out that data confidentiality would depend on people in the Census Bureau to
properly protectit. This discussion exemplifies the importance of the Census Bureau
explaining its definition of confidentiality. Some respondents may misinterpret the message
to mean that only the interviewer will know the respondent’s answers, when in actuality,
many Census Bureau employees sworn to protect those answers will also have access to

them.

Participants across focus groups also expressed unfamiliarity with the Title 13 and Federal
Cyber-Security Enhancement Act laws mentioned on the Security Warning Card. For
example, some participants in E4 were not familiar with Title 13, and as a result, said that
the card would not make them feel protected. However, another participant strongly
advocatedfor the census and argued with themthat she would take the census at face
value, as she believed the censuswas transparent. A participant in E5, who did not know
that government entities share census respondent datawith other government entities
under certain circumstances, reiterated that the card should say that the data would not be
shared specifically with ICE and DOD. Finally, a participant in E5, who used to work for a
cybersecurity company, wanted more information on the Federal Cyber-Security

Enhancement Act shownon the Security Warning Card.

Reaction to Culture-Specific I nteraction Features
As mentioned previously, the English language mindset videos were filmed using standard

interviewer procedures and messages that were developed for English speakers. Participants
did not raise any culture-specific messages or issues during discussion of this mindset

video.

9.4.2 Group-Specific Findings: Monolingual vs. Bilingual Groups

There were differences between what bilingual groups mentioned versus what the
monolingual groups mentioned for the low engagement mindset video, but these differences
did not see related to whether the groups were bilingual or monolingual. Statements unique
to the bilingual groups were: (1) participants liked that the interviewer in this video sounded
less scripted, and (2) appeared to inappropriately look inside the home during the
interaction.

Statements unique to the monolingual groups were that: (1) it was good that the
interviewer said she did not have to go inside the house to complete the interview, (2) the
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Security Warning Card can help increase participation in the census, and (3) the interviewer
seemed too pushy at times and did not offer to come back at a later time after the
respondent resisted.

9.5 Summary of Overall Reaction across Four Videos

9.5.1 Most Encouraging Messages
Across the English focus groups, the following factors were mentioned as the most effective
for encouraging participation, and are divided into three categories: (1) respondent safety,
(2) interviewer-respondent interactions, and (3) respondent convenience.
Respondent Safety

e Show the ID badge. (E1, E3, E4, E5)

e Say that datais used for statistical purposes and your data is confidential. (E5, E6)

¢ Do not look into the respondent’s home because it makes the interviewer appear

suspicious. (E1, E4)

e Say that the census can be done safely outside, so that the respondent does not
think that the interviewer has to go inside the home to conduct the interview. (E1)

¢ Sendfemale interviewers because they may be perceivedas less threatening to

respondents than male interviewers. (E4)

Interviewer-Respondent Interactions

e Say that census datacan be used to help allocate benefits to the community. (E1,
E2, E4, E5, E6)

e Say that the census is required by law. (E1, E2, E3, E5, E6)

o “lI(i.e., the interviewers) have to do it too.” (E2)
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e Be patient, have a positive attitude, and be polite. (E1, E3, E4, E5)

e Be prepared to answer questions about various census topics, including the purpose

of the census, census confidentiality, etc. (E1, E3, E5)

e Be specific about how census data was used in the last census to allocate funds to
improve the local community, to prove census data is actually used to benefit the

community. (E1)
e Say “Thankyou.” (E2)
e Personalize the communication of census benefits specific to the respondent’s

demographic. For example, state benefits for older residents, low-income residents,

mothers, etc., to make the census personal to the respondent. (E2)

¢ Use the respondent’s name when speaking to him or her to better build a connection
with the respondent. (E1)

¢ Be natural and not too scripted. (E1)
e Persevere if the respondent shows reluctance at first. (E3)

o Dress professionally, with at least business casual attire, to show legitimacy and gain
trust. (E5)

e Have interviewers match the racial/cultural demographics of the neighborhood, to

make the interviewer more relatable to the respondent. (E5)

¢ In bilingual communities, the interviewer should be a native speaker of the non-

English language of that community. (E5)

Respondent Convenience

e Say that the census is only ten minutes long. (E1, E2, E3, E6)

e Say that others in the house can complete the interview and not just you. (E2)

e Ask the respondent “Do you have time?” (E3)

e Be succinct to save the respondent’s time. (E3)

9-51



Multilingual Research for Interviewer Doorstep Messages

e Use alanguage ID card so that the respondent can find out how to handle a

language barrier situation. (E4)

9.5.2 Most Common Concerns or Reasons to Refuse to Participate in the
Census

Participantsin the English focus groups mentioned the following concerns or reasons to
refuse to participate in the census. They are divided into six categories below: (1)
fear/mistrust, (2) privacy/confidentiality, (3) respondent awareness, (4) respondent

convenience, (5) respondent ability, and (6) barriers.
Fear/Mistrust
e The respondent:
o0 Fears/mistrusts the government. (E2, E3, E4, E6)
o Does not trust the census’ ability to influence the community. (E1, E2)

o Or anyone in the residence has immigration statusissues (e.g., is

undocumented or has an error in their visa paperwork, etc.). (E3, E5)

e The interviewer:

0 Has eye contact that is shifty orlooks into the home too much. (E2, E4)

0 Tries to get into the apartment/take a step into the door. (E1, E2)

0 Has a bad attitude. (E1)

0 Belongs to aracial group that the respondent has prejudice. (E1)

o Does not show his or her ID badge. (E1)

o Is not knowledgeable. (E1)

0 Asks for the phone number right away. (E1)

0 Arrives unexpectedly. (E2)

o Isimpersonal. (E2)

0 Gives too much information. (E3)
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0 Is too persistent after the respondent shows multiple signs of reluctance. (E2)

o0 Carries a clipboard, which might make him/her look like a person to avoid.

(E2)
o0 Is dishonest/not transparent (E4)
Privacy/Confidentiality
e The respondent:
0 Has privacy/confidentiality concerns. (E2, E4, E5, E6)
o0 Perceivesthe information requested as too sensitive. (E6)

o Needs permission from approval from family members/other families living in

the home to provide information about them. (E3)

Respondent Awareness
e The respondent:
o Does not care about or is unaware of the census. (E3, E4, E6)
o0 Is anew arrival to the U.S.; they may be unfamiliar with the census. (E3)
o0 Perceivesno immediate reward for participating in the census. (E2)
Respondent Convenience
e The respondent:
o Thinks the interview is too long. (E1, E2)
o Is not offered other modes in which to complete the census. (E2)
0 Generally does not want to open the door. (E5)
0 Is about to move away from the home. (E6)
Respondent Ability
e The respondent:

o s illiterate. (E2)
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o Is toosick. (E6)
Barriers to Enumeration
e The respondent:

o Livesin a place with physical barriers, like apartment building security,

preventing the interviewer from coming to the door. (E2)
e The interviewer:

o0 Does not speak the same language that the respondent speaks (E2, E5)

9.5.3 Shift in Perception and Reaction to Census Messages over Time

In a previous focus group study on key census doorstep messages (see Sha, etal., 2016),
the English-language focus group participants in that study had generally the same
reactionsto all census messages as the English-language participants in the present study,
except for the “census is mandatory” message. Participants in the previous study also liked
messages about (1) the importance of the census, (2) how the census is used, (3) census
data confidentiality, and (4) an appreciation for the respondent’s time. However,
participants in the previous study had generally negative reactions to this message because
it seemed too invasive, and seemed to not give the respondent a choice to refuse. This
finding is more negative than the mix of positive and negative reactions this message had
from the English-language participants in the present study.

9.6 Recommendations

9.6.1 General Recommendations

Based on findings from the English language focus groups, we first present our general
recommendations on how to approachall four mindsets. Second, we present
recommendations specific to the language barrier mindset. Last are recommendations
specific to the unaware, fear/mistrust, and low engagement mindsets.

Based on an overview of participant comments across videos, we recommend that,
interviewers smile and be friendly to reduce any fear respondents may feel when a stranger
comes to theirdoor. This is especially important because a respondent’s fear may increase
when he or she finds out that the interviewer is from the government. Interviewers should
also show their ID badge at the beginning of the interaction to help establish their
legitimacy as a census interviewer. Interviewers should also be patient, whether working
through a language barrier or addressing respondent questions and concerns. The
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interviewer should also not look into the respondent’s home to avoid looking suspicious or
as if he or she is trying to look for people inside the home.

Regarding interviewer attire, interviewers should wear business casual attire to
communicate professionalism, but wear business casual attire that is comfortable because
walking is a significant part of their work. Regarding women'’s attire, we recommend
sweaters, dress shirts/blouses, trousers, and dresses that fall at the knee. For women, we
would not recommend denim, low-rise pants, shorts, sweatpants, tops or dresses with a
plunging neckline, tops or dresses with skinny straps, and sundresses. Regarding men’s
attire, we recommend trousers, shirts with collars, and sweaters. For men, we do not

recommend denim, sweatpants, shorts, sport shirts, or sweatshirts.

We also recommend that interviewers carry a bag with a census logo, as this bag along with
the ID badge can help establish the interviewer’s legitimacy.

9.6.2 Recommendations for the Language Barrier Situation

Interviewer Behavior and Appearance
When interacting with a respondent in a language barrier situation, the interviewer should

speak clearly and slowly with respondents who have some level of English proficiency, so
that the respondent can better understand the interviewer’s English speech that the
respondent does know. In addition to having a Security Warning Card that is available in
multiple languages, the interviewer should also show the respondent a brief information
sheet that describes the census in the respondent’s language and has instructions on how to
complete the census. This document would inform the respondent of the key messages of
the census and also help establish the interviewer’s legitimacy. In situationswhere the
interviewer discovers that the respondent does not speak English, we recommend that the
interviewer provide the respondent with this information sheet in the respondent’s

language.

Finally, we recommend that the Census Bureau pursue research on the use of electronic
translation applications that can listen and respond in English and languages other than
English. If implemented, they might allow an interviewer and respondent who don’t speak a
common language to communicate with each other to try and set up a later visit by an
interviewer who speaks the respondent’s language. Such an application could also be useful
with lower literacy respondents.

Placement of English in the Language Identification Card
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The Language ldentification Card is designed to be shown to non-English speaking
respondents to help interviewers identify the language respondents speak. English is the
first language listed on the Language ID card in order to enable interviewers to understand
the content of the card in other languages. Though English speakers would not likely be
shown the card in the field, the English-speaking focus group participants were shown the
card in order to get their feedback on the use of the card with non-English speakers. They
did not have difficulty finding the English wording on the card or understanding its purpose.
Thus, we have no recommendations related to changing the placement of English on the
Language ID Card.

9.6.3 Recommendations for the Unaware, Fear/Mistrust of Government,
and Low Engagement Mindsets

Based on the focus group findings, this section provides our recommendations for
interviewers who encounter English-speaking respondents who display mindsets
representedin the unaware, fear/mistrust, and low engagement mindset videos. First, the
interviewer should state the key messages of the census briefly and in simplified language.
Keeping the messages brief and simplified makes the interaction shorter, which would save
time for the interviewer and the respondent. Brief and simplified messages may also make
them easier to understand for respondents with low education levels. Second, the
interviewer should communicate the key census messages as early in the interaction as
possible. Finally, the interviewer should find ways to relate to the respondent by, for
example, saying he or she lives in the same area, or saying how long he or she has lived in
the respondent’s neighborhood. The interviewer’s attempts at being relatable can build trust
with the respondent.

We recommend that interviewers be prepared to give respondents a brochure or a one-page
information sheet that briefly describes the key messages of the census. This information
could be helpful for reluctant respondents who want to think about whether they will
respond and wait for the next interviewer contact attempt, or for respondents who want to
consult with other members of the household first before responding.

Regarding the use of a Security Warning Card, we recommend that the information be
presented in bullet points with brief statements, rather than in paragraph form. Such a
layout would make it easier to read quickly, which is necessary for a respondent using the
card to quickly decide whether to complete the census. In addition, we recommend using a
card that includes the same messages as the card in this study, including that (1) the
census is required by law, (2) census data is private and protected, (3) Census Bureau
employees suffer penalties if they violate census data confidentiality laws, and (4) the
Census Bureau thanks respondents for their cooperation.
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Outside of the doorstep interview context, we recommend two efforts. First, we recommend
that the Census Bureau advertise enough so that U.S. residents have an awareness of the
census that is greater than previous censuses. The advertising campaign should cover
multiple media outlets, including television, radio, social media, etc. Such a campaign
should communicate key messages well before the respondent hears themfrom an
interviewer, and may make the interviewer’s task of convincing the respondent to
participate easier to accomplish. A raised awareness of the census may also help ease fears
that respondents may have about the purpose of the census or the use of census data. At
the doorstep, interviewers could also give out “I did the census” stickers or buttons to
respondents who complete the census. These stickers or buttons would be a token of
appreciation for the respondent, and could also help advertise the census to people the
respondent interacts with. Second, we recommend further research on the “censusis
mandatory message” across different demographic groups and modes, as this message had
both positive and negative reactions fromparticipants in the English-language focus groups.

Exhibit 9-1. Summary of English-Language Recommendations for the Mindsets
of Unaware, Fear/Mistrust of Government, and Low Engagement

9.6.4 Interviewer’s nonverbal behavior and appearance

Appearance e Dress in comfortable attire that is at least business casual

e Carry a bag with a Census Bureau logo

carry and display
¢ Look into the feasibility of providing collared shirts with a Census
Bureau logo or some other type of clothing that respondents might

view as a uniform

¢ Around the neck, wear an ID badge attached to a lanyard for ease of

Non-verbal e Smile
behavior ¢ Make and maintain eye contact. Do not look into the respondent’s
home

the participant

¢ Remain outside of the respondent’s doorway, unless invited inside by

9.6.5 Standard opening statement (for all three mindsets)

e GREETING
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Good morning/Good afternoon/Good evening. My name is [FIRST NAME AND LAST NAME]

and | work for the U.S. Census Bureau. Here is my ID. How are you?

e PURPOSE OF VISIT

The Census Bureau is conducted of everyone in the country, and | am here to complete
the census for [ADDRESS].

e WHAT IS THE CENSUS?

The census counts people living in the U.S., and we do it every ten years. The goalis to
have every person living in the United States complete a few questions to help us learn

more about each community. .

e REASON FOR IN-PERSON VISIT

The Census Bureau mailed letters to every address asking people to complete the census
form. We are visiting this address because we did not get a response from this household

yet.

e BURDEN

It will take us only about 10 minutes to do the census. The census questions are simple
and ask basic questions about your household, like how many people live here, their age,

their sex, and so on. Can you help me out?

e NO SENSITIVE QUESTIONS:

We don't ask any questions about anyone's immigration status and we do not ask for

anyone’s Social Security number.

e CONFIDENTIALITY:

Your answers are confidential and we will not disclose your personal information. All the

answers get put together and presented as summarized statistics so that others cannot
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know how you answered. Your individual answers will not be shared with other government

agencies such as Immigration and Customs Enforcement or the IRS.

ADDRESS VERIFICAITON:

I have to ask the questions to someone age 18 and over who lives at this address. [IF
NEEDED ASK: Are you over 18?) Do you live at [ADDRESS]?

PURPOSE/IMPORTANCE OF THE CENSUS COUNT :

The censusis very important because the results are used to give out federal funds to your

community to pay for many public programs and services, like [ONE EXAMPLE PUBLIC
PROGRAM OR SERVICE].

MANDATORY :

The censusis required by law, and is a duty we all have as people living in the U.S.,
including me and you.

9.6.6 Additional messages that might be most useful to address different

concerns or mindsets

CENSUS OUTSIDE THE DOOR (fear/mistrust)

I don’t have to have to come inside your home, we can do the census here at your

doorstep.

OTHERS IN THE HOUSEHOLD CAN COMPLETE THE CENSUS (fear/mistrust, low
engagement)

If you do not want to fill out the census, someone else who lives here and is also 18

years old or older can help me.
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9.6.7 Recommendations to Avoid Ineffective Verbal and Nonverbal
Messages and Behaviors

To avoid ineffective verbal messages and behaviors, we recommend that the interviewer:

(0]

(0}

(0]

not force a respondent to give a phone number if the respondent appears

reluctant or confused.

be friendly and patient with the respondent.

keep census talking points clear, brief, and spoken in plain language.
communicate key messages of the census early in the interaction.
smile.

tailor talking points to specifically address respondent concerns.

To avoid ineffective nonverbal messages and behaviors, we recommend that the

interviewer:

(0]
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wear clothing thatis at least business casual.

Do not look into the respondent’s home.

keep his or her feet outside of the doorway, unless invited by the respondent to

do otherwise.

wear an ID badge



10. CONCLUSION

Using the focus group methodology and a teamof language and survey experts, this
research aims to develop doorstep messages that can mitigate the concerns of speakers of
the non-English languages spoken most frequently by monolingual residents of the United
States: Chinese, Korean, Vietnamese, Arabic, Russian, and Spanish (Census Bureau 2015).
This report discusses which messages best encourage monolingual and bilingual speakers of
those languages to participate in the decennial census. To have a basis of comparison,
English-language messages were also developed and examined in focus group discussions
with 23 monolingual English 22 and bilingual English-dominant participants. The results
from the 42 total focus groups and the recommendations for the individual language groups
are provided in Sections 3 through 8 of this report. In this section, we bring together a
summary of the key findings and common themes and differences across the language
groups, lessons learned from the current research, and recommendations for future
research.

10.1 Summary of Key Findings and Common Themes and Differences
Across Language Groups

This section summarizes the key findings across the seven language groups, focusing on
themes that emerged across the videos that depicted four mindsets: Language barrier,
Unaware, Fear/mistrust of government, and Low engagement. Topics included are the use
of the Language ID Card to assist communication between interviewer and respondent when
they do not speak a common language, interviewers’ behavior and appearance, messages
to encourage census participation, the most common concerns about participation, and
differences between monolingual and bilingual participants. In general, the language groups
have more in common than differences. The differences lied in how the groups prioritized
the common themes..

10.1.1Language ID Card

Findings from the focus group discussions show that using the Language ID Card in a
language barrier situation is welcomed by the participants across languages. The Language
ID Card asks whether an English speaker in the household is available to help with filling out
the survey and then asks for the respondent to provide a phone number to help make
future contact possible if an English speaker is not available. The use of the card was viewed
as a sign that the Census Bureau cares about ethnic and linguistic minorities. In general,
focus group participants reacted positively to the way the language ID card it was used in
the videos they watched. The Language ID card was mostly viewed as a practical and
effective way to make communication possible when the Census interviewer and respondent
experience a language barrier. However, while they praised the card for being inclusive of
multiple languages, English- and Russian-language groups criticized it for appearing
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overwhelming. English-language groups also expressed concern that it was inadequate for
people who cannot read. These groups mentioned other ways of handling a language
barrier. The Russian- and English-language focus groups volunteered that a phone app
could modernize and expedite identifying the respondent’s language. The Russian-language
focus groups also felt that the interviewer could ask in English, “What is your language?”
and the respondents would understand it and indicate “Russian.”

The current layout of the Language ID Card places English and Spanish as the first two
languages in the list and then presents the rest of the languages alphabetically by the name
of the language in English. As such, Arabic is listed on the first page of the card because it
starts with the letter “A,” and Russian and Vietnamese are listed 42 and 52 out of 53
languages, respectively. Spanish speakers found the Spanish text very easily, and this
made them like the card. The Russian- and the Vietnamese-language focus groups found
the Language ID Card to be somewhat unwieldy to use at the doorstep, and some Russian-
speaking participants worried that it would be embarrassing to spend too much time
searching for their language while the Census interviewer, a stranger, waits next to them.
However, they did eventually locate their language on the card. Participants in the Chinese-,
Korean-, Vietnamese- and Arabic-language groups found it easy to locate their respective
languages on the Language ID Card or did not exhibit great difficulty in part because these
languages are located in the front cover and back cover of the card.

Several usability issues, such as issues with the font size, color, and placement of
languages, were observed. To improve usability, participants made the following
suggestionsin focus group discussions:

* The Korean-, Vietnamese-, and Russian-language groups suggested increasing the
font size because the current font size was too small for the elderly or people with
poor vision. To improve readability to all respondentsit’s recommended that the font
is increased to a larger size. The recommended font size for Arabic script is 14 point
(see Shaet al., 2016).

= Participantsin the Russian-language groups and one participant from the English-
language focus groups recommended that the text be bolded to make it easier to
read. Nonetheless we don’t suggest this recommendation be implemented because
bolding other fonts will make them harder to read, even with larger font size.

= Arabic-, Russian-, and Vietnamese-language focus groups and some Korean-
language focus group participants suggested adding colors to increase the Language
ID Card’s attractiveness. Russian-language focus group participants suggested that
adding colors could also make it easier to locate languageson the card and to read
the text.

= All focus groups except the Spanish-language groups suggested adding national flags
associated with the language to facilitate language identification using visual cues.
(However, the researchers do not recommend this for the decennial census because
there is not always a permanent or apolitical link between languages and national
flags.)
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= The Chinese-, Korean-, Russian-, and Viethamese-language groups suggested
presenting the languages in easier-to-identify ways, for example, by frequency of
usage or by the size of the U.S. population that speaks the language (i.e., English,
Spanish, Chinese and so forth) or by geography of the country of origin. The
Russian-language groups also suggested grouping the languages by the type of
script (for example, the languages that use cyrillic alphabets could be grouped
together).

* The Chinese-language groups made specific suggestions for the placement of the
four Chinese options provided by the Census Bureau: Cantonese—Simplified,
Cantonese—Traditional, Mandarin—Simplified, Mandarin—Traditional (see
Section 3.6.1 for details). The Vietnamese- and Russian-language groups also made
suggestions about language placements. They recommended redesigning the layout
of the Language ID Card with all languages presented in a one-page format, using
the concept of a web survey landing page.

= The Russian- and Vietnamese-language groups recommended moving language
names to the left, making them more prominent. The Russian-language groups also
suggested printing the card pages in a booklet format rather than a tri-fold card.

All language groups identified one potential feasibility issue when the Language ID Card is
used to obtain a telephone number from respondents. When it comes to likes or dislikes of
the card, all language groups except the Vietnamese group strongly disliked the idea of
asking for a phone number from the respondent, which is a request printed on the
Language ID Card. Focus groups participants believed it was not safe for the respondents to
provide their phone number to someone they do not know, and they thought that
respondents would be unlikely to comply. Many participantsin the Spanish-language focus
groups also said that they would provide a fake number and believed others would do the
same. In addition, Some Spanish- and English-language participants were concerned about
keying numbers in the Census interviewer'’s device (smartphone) when it is not immediately
clear whetherit is an official device or the interviewer's personal smartphone.

Participantsin Asian- and Arabic-language focus groups said that they would consider giving
their phone numbers after being presented with more information to confirm that the
request is legitimate, such as presenting a multilingual brochure. They also wantedto have
contact information for the interviewer so that they can call the interviewer or the Census
Bureau, rather than giving their numbers to a stranger. The latter was also true in some of
the Russian- and Spanish-language groups, where some participants asked for a mailed
notification that an interviewer would be visiting. Some Spanish speakers also asked for a
printed notification in Spanish that explained the reason for the visit and provided a number
to call at the Census Bureau.

10.1.2Interviewer’s Behavior and Appearance

Using culturally appropriate verbal and non-verbal expressions and behaviors could help
persuade participation. The participants reacted positively if the interviewer was perceived
as polite and well-mannered. It should be noted that the video scripts were developed with
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culturally appropriate and polite expressionsin the interaction. For example, the Korean-
speaking interviewer bowed to the respondent as part of the Korean greeting. When invited
to go inside the house, all non-English-speaking interviewers accepted the invitation. The
Asian- and Arabic-language interviewers took their shoes off. When drinks were offered, all
non-English-speaking interviewers accepted the offer. Most participants also reacted
positively when interviewers appeared to be patient, kept a smile on their faces, and made
eye contact without fixing the gaze. The findings suggest that if an interviewer is perceived
as sincere, friendly, professional, and well- prepared for the visit, respondents are more
likely to work with him or her, regardless of which language the interviewer speaks or his or
her ethnicity. However, almost all participants in the non-English-language groups said they
would prefer an interviewer who shares their ethnic background and language, and they
would be more open to working with such an interviewer. By comparison, participantsin the
English-language groups preferred that the interviewer share the same language as the
respondent.

In addition, most participants would like to see an interviewer who speaks at an appropriate
pace, (i.e., does not speak too slowly or too fast). If the interviewer does not sound natural,
or sounds like they are reading or reciting from a script, it will give the respondent a
negative impression. In a language barrier situation, the interviewer must speak clearly to
non-English-speaking respondents to engage them. Yet, interviewers should avoid
appearing to use “childish English” (as described by some Russian-language participants) or
raising their speaking volume significantly, as if the respondent is hard of hearing.

In terms of the interviewers’ gender, most participants across all languages liked seeing a
female interviewer. This was most evident in the findings from the Arabic-language groups.
Participants suggested teams of two interviewers made up of one male and one female
interviewer. This way, the female interviewer could interview female respondents, and the
male interviewer could interview male respondents, as direct interaction between unrelated
or unknown men and women is strongly discouraged in conservative Arab cultures. The
Korean-language groups also suggested pairing interviewers, but the suggestion was more
about safety concernsfor the interviewer. Pairing interviewers was also suggested by some
Spanish-language participants—the two interviewers could support each other and the team
could include one English speaker and one Spanish speaker. Russian-language participants,
on the other hand, felt that the presence of two interviewers, especially two male
interviewers, could appear threatening. This is similar to findings a previous study
conductedin 2015 (Sha et al., 2015).

The Chinese-, English-, and Arabic-language groups showed a strong dislike toward the
interviewer positioning herself too close to the door or stepping inside when the respondent
opened the door. (The videos were not filmed to exhibit these behaviors. In the
Fear/Mistrust of government video, the actor inadvertently stepped in the doorway after the
respondent agreedto be interviewed.) They preferred to see the interviewer step back and
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leave some spaceto ensure a comfortable distance between the interviewer and the
respondent. They commented that this is due to safety concerns and because it is proper
behavior. For example, in the Chinese culture, it is impolite to stand face-to-face with a
stranger. In conservative Arab culture, women and children inside the home should not be
seen by a visitor or a stranger. Therefore, it is important for the interviewer to stepback
after knocking on the door. While Russian-language participants did not explicitly mention
the space between the interviewer and the respondent, the focus group discussion showed
that they were relieved to see that the interviewer was willing to remain outside the home
and that the interviewer did not try anything threatening like putting their foot inside the
door to prevent it from closing. They repeatedly expressed the importance of maintaining
eye contact; otherwise, the interviewer could appear to be peering into the residence.

Findings also show that the most common concern in all language groups when opening the
door to an interviewer is whether the personis a legitimate Census interviewer. Participants
across language groups showed a heightened concern for safety and an increasing distrust
of strangers. Thus, they would like to know whether the interviewer is who he or she claims
to be. To increase the interviewer’s legitimacy and credibility, a government ID badge is
crucial. The Chinese-, Korean-, Arabic-, and Russian-language groups suggested using a
bilingual ID badge or a bilingual business card with English and the target language onit to
facilitate understanding.

Anotherway to increase the interviewer’s legitimacy and credibility is to have the
interviewer wear a uniform or an identifying article of clothing (e.g., a vest, T-shirt, cap)
with the Census Bureau logo visibly printed on it. The idea of wearing a Census Bureau
uniform is a recurring suggestion across the four videos and among the non-English-
language groups. Although the interviewers in the videos were carrying bags with a Census
Bureau logo, it was not frequently mentioned by those participants. In contrast, the English-
language groups felt that the interviewer wearing business casual attire, an ID badge, and a
bag with a Census Bureau logo were sufficient for identification as a Census Bureau
interviewer.

In sum, the discussions showed that participants fromall language groups like to see an
interviewer who shows the following positive attributes:

= Speaking the target language

= Showing a friendly and respectful attitude
* Being well-prepared for the job

= Appearing professional

=  Smiling

= Sounding sincere and trustworthy
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= Wearing a uniform with the Census Bureau logo on it (this attribute was not specified
in the video script and was unanticipated)

= Making and maintaining eye contactwithout staring
* Maintaining proper speed and tone when speaking and not raising his or her voice
= Showing engagement in the conversation via proper linguistic cues

= Showing patience (this attribute was not specified in the video script and was
unanticipated)

Participantsin all the language groups also discussed various ways to increase the
awareness of the census among English- and non-English-speaking populations, such as
sending a multilingual notification letter about the census, providing a written notice at the
doorstep, creating a media awareness campaign and community-outreach activities, and
coordinating with housing managers in multi-unit buildings. The Census Bureau already has
a comprehensive census language programthat offers language assistance in various ways
and an Integrated Partnership and Communication campaign for community outreach and
advertising. Therefore, limited recommendations are proposed in this regard for this project.

10.1.3Messages That Best Encourage Census Participation

Findings show that all English- and non-English-language groups shared many common
reactionswhen it comes to key census messages. First, participants in the non-English-
language groups did not have much difficulty in understanding the key messages in the
videos. Those census messages were perceived as clear, easy to understand, and culturally
appropriate, and they sounded natural in the languages in question. Second, across
language groups, participants’ preferences for most key messages differed only in degree,
rather than absolutes. That is, while some language groups strongly liked a message, other
groups somewhat liked it. Some participants commented on how to improve the messages,
but no strong negative reactions to any of the key messages in the videos were observed
among English- and non-English-language groups, with two exceptions. The Spanish- and
Vietnamese-language groups strongly disliked the mandatory participation message that
establishes the legal requirement for census participation. Russian-language participants
had mixed reactions toward the message about benefits to communities, noting that it
seemed superfluous and even unbelievable to some participants.

The following is a list of preferred messages:

= Benefits of the census datato local communities, especially to the ethnic community
in question (except for the Russian-language groups who had mixed reactions)

= Importance of census participation and use of census data for funding allocation
(except for the Russian-language groups who had mixed reactions)

= Legal requirement for census participation (except for the Spanish- and Viethamese-
language groups)
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= Assurance of protecting personal information and privacy

= Burden statement of short amount of time needed to complete the census form

The most appealing message for all but the Russian-language groups is how census datais
used and how it benefits the local community (or the ethnic community). In particular, they
liked the specific examples for how the census datacan help improve or provide services
and programs to local communities. Not surprisingly, most language groups would like to
see an emphasis on the benefits of census datato their own community included in this
message. For example, the Korean-, English-, and Vietnamese-language groups would like
to have more information on tangible benefitsto their local community or actual examples
of possible benefits (e.g., schools, hospitals, utility facilities). The Chinese-, English-, and
Korean-language groups would like to have more explanation of how census data have been
used to help the community. Arabic- and Vietnamese-language groups would like to see
more language support (e.g., more interpreters for government services), which in turn,
creates jobs for speakers of their language. The Arabic-, Korean-, Viethamese-, English-,
and Spanish-language groups suggested tailoring the benefit message to the respondent.
For example, emphasizing health care benefits to the elderly and emphasizing schools to
respondents with children. Overall, the census data benefit message was the best-received
message and generated the most positive reactions frommost language groups. In
contrast, the Russian-language groups had mixed reactions to these messages and
ultimately did not find these messages necessary because participation in the censusis
required by law. They believed that it was more important to keep the message short and
state only the mandatory nature of participation and that census participationis confidential
and quick.

The next most appealing message is the burden statement (i.e., description of short length
of the survey and that it only takes 10 minutes or less to complete the census form). All
English- and non-English-language groups welcomed this description and found it effective
in gaining cooperation fromthe respondent. All language groups suggested moving this
message toward the beginning of the interview to gain cooperation by informing the
respondent of the limited time burden.

All English- and non-English-language groups liked the message that personal information is
protected by law and that it will remain confidential. Although participants voiced different
concerns for protecting personal information (e.g., immigration status, welfare benefits
received, housing arrangements), they seemed to appreciate the assurance that the
information provided to the census would be protected and would not be disclosed in a way
that could affect their current situation. For instance, the Chinese-, Arabic-, and Russian-
language groups seem to prioritize this message more than the Korean- and Vietnamese-
language groups. For the Arabic- and Spanish-language groups, the confidentiality message
was a very close second to the benefits to the community from census participation. For the
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Russian-language groups, the confidentiality message was important and should be
mentioned immediately once the interviewer has made it clear that the census is
mandatory. In contrast, while the English-language groups considered the confidentiality
message as important, they considered it less important than the other key census
messages. Finally, the Chinese-, Arabic-, English-, and Russian-language groups reacted
positively to the Security Warning Statement Card, which, in their view, reinforced the
confidentiality assurance by providing a written record.

The English- and non-English-language groups found the mandatory message on the legal
requirement for census participation by all residents of the United States to be necessary
and important. However, the reaction to this message differed among the language groups.
The Chinese-, Arabic-, and Russian-language groups found this message effective, and they
associated it with civic duty. They particularly liked the description that the legal
requirement for census participation applies to all residents, regardless of their immigration
or residential status. They believed that this message would encourage the non-English-
speakers of their language to participate in the census. But Spanish-, Korean-, and
Vietnamese-language focus groups had a somewhat different perspective about this
message. While acknowledging that it is important to explain the legal requirement for
census participation to the respondent, they mainly reacted to the tone and the words used
to describe the legal requirement. They perceived this message as intimidating and limiting
people’s freedomof choice in their participation. Therefore, they would like to see the
message delivered in a softer tone by using words that do not sound demanding. They
suggested delivering the message in a friendly and nice manner (see Spanish, Korean, and
Vietnamese findings chapters for the recommendations). Of all the language groups, the
Spanish-, Vietnamese- and Korean-language focus groups had a strong preference for using
gentle words and tones to deliver the mandatory message. In the Spanish-language focus
groups, participants strongly objected to the direct mention of the law, preferring a
euphemistic approach that talks about census participation as being everyone’s duty. In
consequence, for Spanish, we recommend using this preferred language in the first mention
an interviewer makes of census being mandatory, but to follow up with the more precise
terms of mandatory and referencesto the law if the message is not heeded. The English-
language groups had mixed opinions of the mandatory message. While most participants
said this message was important, some participants said this message implies that the
respondent is forced to participate, while other participants said the census should not be
mandatory because they doubted whether the census is actually used to improve
communities.

The Chinese- and Arabic-language groups also preferred a message of duty, specifically,
“census participation is a civic duty for all U.S. residents regardless of their citizenship or
immigration status.” The Korean-language focus groups pointed out that it would be

effective to state the potential burden, for example, “We will visit you again if you do not
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participate now.” This strategy had been adapted in the Viethamese videos for the focus
groups; for example, in the Low engagement video, the Censusinterviewer said the
following about nonresponse: "someone else in the Census Bureau will come another day to
complete the interview.” The Vietnamese participants were receptive to this approach
because it indirectly emphasized the mandatory nature of participation and encouraged
them to complete the interview now to avoid the inconvenience of another visit.

Findings also suggest that a written document explaining the mandatory nature of the
census and an assurance of confidentiality of personal information can ease concerns and
encourage census participation. As mentioned before, Arabic-, Russian-, English-, and
Chinese-language focus groups reacted positively to the Security Warning Statement Card
(see Appendix F), because to them, the card is a written record and proves that what the
interviewer said is official. Most participants in these three language groups said that they
would read it on the spot. Russian-language participants were less sure that they would
read it on the spot, but appreciated seeing the card regardless of whether they read it
thoroughly. According to the Arabic-language team, Arabic speakers would in general prefer
not to read a long document. The Korean-language groups also welcomed the idea of using
a security warning statement card because they liked having a written record to show that
theirinformation is protected by the Census Bureau. Due to time constraintsin the focus
groups, the Korean-language groups did not discuss the content or use of the Security
Warning Statement card in detail. The Viethamese-language focus groups’ reactions to the
Security Warning Statement Card were not as strong. While they acknowledged that
presenting the card to gain the respondent’s trust would be a good idea, most of them said
they would read it when they had time. Spanish-language focus groups were mixed in their
views, with some groups and some participants feeling they would not read the card in full
in front of the interviewer, while others thought they would. In addition, they expected to
see more information about the census in the written material. The English-language focus
groups also had mixed reactions, as some participants said the document was necessary
and encourage participation, others said it was verbose and used complex language.

10.1.4Most Common Concerns that Might Deter Participation

Several shared themes emerged across language groups regarding the most common
concerns that are likely to deter participation in the census. The following is a list of
concerns raised by the language groups in the focus group discussions:

= immigration status (undocumented immigrants)

*= concern about loss of personal information (divulged or leaked)

= safetyconcerns (talking to a stranger and fear of opening the door to a stranger)
= legitimacy or credibility of the Census interviewer

= lackof knowledge of the census and its benefits
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= fear of government

= afraid of losing current benefits

= no substantial benefits for participation
* language barrier

Four concerns in the list were shared by all language groups: immigration status
(undocumented immigrants); security of personal information (that it will not be disclosed
or “leaked”); safety (talking to a stranger); and legitimacy or credibility of the Census
interviewer. However, the salience differed across groups. For example, the Spanish-,
Chinese-, and Korean-language focus groups listed the concern about immigration or
undocumented status as the number-one deterrent to participation. Other language groups,
including the English-language groups for example, listed this concern, but not as
prominently as other factors. Some non-English-language groups expressed concerns about
not having the English-language proficiency to complete the census form because they did
not know they could get help from a bilingual interviewer. However, it was not as salient as
other concerns.

Some concerns seemed to be group-specific:

= Fear/Mistrust of government seemed to be a big concern (Spanish, English, and
Arabic). This was a concern for the Russian-language groups, but more in the form
of bad experiences with the government in their home country than fear of the
potential actions of the U.S. government. For these participants, the smiling and
friendly attitude of the enumerator and informal tone were very important, as they
contrast the stern and formal government workers some had encountered in their
home countries.

= Fear of losing current benefits and lack of knowledge about the census (Viethamese)

= Possible trouble with landlords for more people than the lease allowed in a unit
(Spanish)

* Not seeing substantial benefits fromcensus participation (Korean)
= Thinking the census will take too much time to complete (English)

= Fearof opening the door to a stranger (Chinese), and this fear was also shared by all
language groups.

Messages targeting the issues of immigration status, heightened safety concerns, and
protection of personal information could help alleviate fear and concern in all language
groups.

10.1.5Differences Between Monolingual and Bilingual Groups

One of the research objectives of the current project was to investigate if monolingual and
bilingual respondents of the target languages understand and interpreted key census
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messages differently. Based on the analysis of the current focus group findings, we did not
find striking differences between the monolingual and bilingual respondentsin terms of
message comprehension and interpretation. Our analysis shows some tendencies that were
more prevalent in either the monolingual or bilingual groups in terms of how they expressed
their opinions or how they reactedto the interviewer’s behavior.

For example, for the Chinese- and Korean-language groups, we found that bilingual
participants tended to elaborate their opinions at greater length, which facilitated group
discussions. However, these differences should be interpreted carefully as our sample size
was too small to draw that conclusion, and our recruitment was based on purposive
sampling, which does not control for demographic differences.

For the Vietnamese-language groups, overall, the monolingual participants seemed to be
more sensitive to the interviewer’s verbal and nonverbal behavior, such as body language
and tone, than their bilingual counterparts. On the other hand, bilingual participants were
more engaged in making suggestions for topics like improving usability of the Language ID
Card or gaining cooperation fromthe elderly Viethamese speakers.

In the Arabic-language focus groups, no clear differencesin reaction were observed
between the monolingual and bilingual participants. In many cases, observations specific to
monolingual groups in one video offset the bilinguals’ reaction to similar aspectsin other
videos. For example, only monolingual groups showed concerns about opening the doorto a
strangerin the Language barrier video, but bilingual groups were also concerned about
opening the door in the Unaware, Fear/Mistrust of government, or Low engagement videos.
The legal requirement message was received positively by only the monolingual groups in
the Unaware video, but in later videos or in the overall debriefing discussion, bilingual
groups also expressed that the legal requirement message was an effective strategy to
encourage people to participate.

In the Spanish-, English-, and Russian-language focus groups, we detected no clear
differences by language dominance.

10.2 Lessons Learned

Several noteworthy lessons learned could benefit the study design of future multilingual
focus groups, including:

= Build on previous research: It is important to build on previous research using the
terms and concepts tested in previous projects. The current project incorporated the
terms, concepts, and culture-specific features fromprior research in developing
video scripts and tailoring messages to the language groups in question (Sha et al.,
2016).

= Importance of multilingual teams: for a large-scale multilingual study, it is crucial to

engage language experts in the early stage of project development to create scripts
or messages that need to be tested. A well-crafted script that incorporates linguistic
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10.3

The cu

nuances and cultural norms of communication for each language saves time and cost
in the testing and reporting phases. In the current project, the language teams were
instructed not only to develop the video scripts in the respective languages, but also
to tailor themto meet cultural norms of communication in the target language. The
outcome is a culturally and linguistically appropriate script, which enables the testing
and reporting phases to be more efficient.

The current project also incorporated lessons learned from prior research (Sha et al.,
2016) on how to conduct focus groups in non-English languages in study design and
protocol development. For example, focus group composition and respondent
characteristics were based on cultural expectations (gender and age respectively) for
Arabic- and Korean-language groups. The protocol included some techniques that are
helpful in encouraging active group participation (e.g., using props, raising hands to
express agreement).

It is important to use experienced moderators who have conducted focus groups with
the intended populationsin the target languages and are familiar with the decennial
census. Because this pointsto only a few highly qualified people in the United States,
if this is not possible, the moderators must receive thoroughtraining and dry-runs.
In general, it is crucial to conduct thorough training for focus group moderators
across language teams, using a tailored training protocol to help the moderators
have a good understanding of the research objectives, content, and materials being
tested. The training should also include a conversation with the moderators about
cultural expectations of participantsin a group discussion and how the moderator
should behave.

Length of Focus Groups. To ensure rich discussion on topics of research interest,
planning adequate time for discussion is important in designing a focus group project
in non-English languages. Participants in these language groups may need more time
to think about the topics and questions and to formulate their answers due to lack of
familiarity with the topics under discussion or lack of experience in a focus group
setting. It will often be necessary to include fewer topicsin a 90-minute discussion
than might be planned in an English-only project.

Future Research

rrent research builds on previous research by the Census Bureau and others (Bates &

Pan, 2009; Williams, Bates, Lotti & Wroblewski, 2015; Sha et al., 2016; -- 2016; Goerman
et al., forthcoming). Based on the current research findings, we suggest several new lines of

further research.
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Develop interviewer training materials or courses to help bilingual Census
interviewers appreciate different respondent mindsets and their inherent concerns.
Interviewer training should focus on how best to use the messages developed in this
study to address respondent concerns and reactions. The results fromthis study also
support coaching interviewers to practice active listening to identify the most
appropriate verbal and nonverbal messages for the interactions, rather than using
the recommended messages as a verbatim script to read from or inflexibly assigning
the respondent to a fixed mindset. Paired practice in the non-English language as a
part of training could help to prepare interviewers and provide a vehicle for feedback.

Conduct research on how to tailor messages to non-English-speaking communities.
Shifts in perceptions and concerns can occur in these communities as time goes by.
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Messages that were effective a decade ago might not be so in the current
environment. Therefore, replicating research to reflect the changing environment is
important. Qualitative research methods are uniquely suited to investigate in-depth
information about the nuances and contexts surrounding possible shifts in
perceptions among hard-to-reach populations.

Continue research on effective in-language materials to increase awareness of the
importance of the census and to gain cooperation from immigrant communities. This
study shows that a written document is in general welcomed by speakers of these
language groups (whether they would actually read it or not) and is perceived as
official, effective, and encourages census participation. Further research can focuson
developing (1) a written notice with some key points to be used by a Census
interviewer at the doorstep to gain cooperation from non-English-speaking
respondents and (2) an in-language informational material that addresses concerns
of specific target groups identified in the current research. Inan FAQ format, a
brochure could include many of the messages each language group proposed in our
recommendations. Such FAQs could be used in a brochure and on an in-language
website or as a handy guide for Census interviewers. If possible, develop content to
be language- specific, rather than a translation of the English material that was
developed with English speakers in mind.

Test messages created directly in the language. In this study, videos were filmed
with the same scripts with cultural adaptations and this provided the same stimulus
to groups of immigrants from different cultures and languages that allowed us to
make cross-language comparisons. The recommendations we have made for each
language are based on this common testing. Future research could determine
whether testing messages created directly in each language could yield even more
persuasive wording.

Conduct research on the use of electronic translation applications and the role they
might play in identification of language spoken at the doorstep. Care would need to
be taken with such technology since it typically does not take cultural and linguistic
appropriateness into account.

Incorporate the messages fromthe current research into the 2020 Census
Nonresponse Follow-Up (NRFU) interviews. During the 2020 Census NRFU operation,
conduct an ethnographic research project to observe NRFU interviews with
households that speak the target languages of interest to evaluate and assess the
effect of these messages on non-English-speaking respondents. The ethnographic
research project conducted for the 2010 Census NRFU interviews (Pan & Lubkemann,
2013) has provided a framework for designing such an evaluation study and for
planning the 2020 Census, including the Decennial Language Program, questionnaire
development and translation, use of interpreters, and interviewer training.
Continuing this line of research will facilitate planning the 2030 Census.
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Al-1. English base version: Language Barrier Video Script



Language Barrier (Base)

Video Script

Messages to Reduce Language Barrier

Scene summary:

A Census interviewer visits a non-English speaking household. The interviewer does not speak the
respondent’s language and uses the Language ID Flashcard. The interviewer speaks in English in this

dialogue.

e [INTERVIEWER =IWR
e RESPONDENT =R

Non-verbal behaviors

wearing comfortable
homewear.

Characters | Appearance Props Non-verbal behavior

Census IWR | o Wear “business casual” e Census logo bag e Be friendly, but not overly
attire (avoid clothing that’'s | e Printed materials dramatic with facial expression,
too casual such as shorts, (Show Card, gesture, or eye contact)
jeans, t-shirts, flip flops, Language ID
etc. or too formal such as flashcard) [if interviewer is familiar with the
black suit and tie.) e Do not rummage specific cultural norms]

e Maintain a neat physical inside the bag e Berespectful, such as bowing
appearance (don’t wear (may appear (if culturally appropriate)
excessive jewelry, threatening). e Be sensitive to cultural norms
outrageous haircut, e Census ID badge of the community, such as:
makeup, or facial hair; tie e Pen accepting invitation to enter R’s
hair if it’s very long for e Handheld device house after establishing
tidiness) rapport; taking off shoes when

e Wear comfortable shoes entering a house; accepting

e Prominently display Census offer for a drink, etc.

ID
Respondent | e No restrictions other than e None e None

Verbal behaviors

e Appear fluent in the introduction. Amateur actor playing the interviewer should have the introduction
memorized.

If interviewer speaks the target language:

e Use culturally appropriate politeness terms, such as “usted” in Spanish, "Bbi" in Russian, % in Chinese.

e Use titles and address terms, such as “teacher” in Korean.

®  Monitor linguistic cues to signal shared common ground (e.g., switching to the dialect that R uses), if
culturally appropriate.




Language Barrier (Base)

BACKGROUND: IN FRONT OF THE CLOSED DOORSTEP OF A HOUSE.

CENSUS IWR
[Walks to the doorstep. IWR has a Census bag on the shoulder and is holding printed materials and a
mobile device, and has Census ID shown prominently (hanging around the neck or clipped on the
lapel/collar area). Knocks on the door and waits. If the property has a screen door, does not prop it
open.]

RESPONDENT
[Opens the door and looks at the IWR suspiciously through the half open door]

CENSUS IWR
Hello/good morning/good afternoon/good evening.
<Optional> Sorry to bother you.

My name is XXX and | work for the U.S. Census Bureau. Here is
my ID.

[Shows Census ID for 5 seconds by holding the ID at shoulder level so that R can see it. Then makes sure
the ID is visible to the respondent during the rest of the interactions.]

The Census Bureau is conducting a nationwide Census...

RESPONDENT
[Interrupts and uses non-verbal behavior to show “not interested, please go away”. For example, in
some cultures people would wave their hand vigorously.]

No English.

CENSUS IWR
That’s ok. Let me show you something.

[Locates the Language ID Flashcard from the printed materials on hand.]
Please look at this card.
[Points to IWR’s eyes first and points to the card.]

and point to me your language.



Language Barrier (Base)

RESPONDENT
[Gets out of house and stand in front of the closed door]

CENSUS IWR
[Hands the Language ID Flashcard to R and stands right next to R. Both IWR and R faces the camera.]
[R slowly scans the right column of the first page from top to bottom with index finger or hand]

Let’s take a look at this together. What is your language?

IF LANGUAGE IS NOT ON THE PAGE, REPEAT THE FOLLOWING SCENES:

RESPONDENT
[Looks at what IWR and shakes head left and right] No.

CENSUS IWR
[Turns to the next page while the card is still in R’s hand.]
Okay. Let’s look at the next page.

RESPONDENT
[Culturally appropriate non-verbal behavior to indicate affirmation, such as nodding]
[Points to the language]

Yes.
[Says in the target language the name of the language as shown on the card]

[NAME OF LANGUAGE IN THE TARGET LANGUAGE]

CENSUS IWR
Thank you!

[Points to the language on the card, which is shown in both English and Target
Language]

[LANGUAGE] is your language, right?

RESPONDENT
[Culturally appropriate non-verbal behavior to indicate positivity, such as smiling]

Yes!



Language Barrier (Base)

CENSUS IWR
Okay. Thank you again. Look at this please.

[Points to the box next to the language]

RESPONDENT
[Shakes head left and right]

No.

CENSUS IWR

No one here speaks English? Could you give me your phone number?

[Gesture for phone and point to smartphone]

RESPONDENT
[Hesitates for 2 seconds. Looks at the IWR and her ID, appearing undecided.]

CENSUS IWR
[Culturally appropriate non-verbal behavior to indicate assurance, such as smiling, nodding affirmatively,
etc.]

<Optional> Please.

RESPONDENT
Okay.

CENSUS IWR
[IWR launches Language Phone instrument by swiping with finger and tapping on the
screen. The video does not show the screen. IWR then holds the device to the
respondent to type in the phone number.]

RESPONDENT
[R types in his number]



Language Barrier (Base)

CENSUS IWR
Thank you. Another Census interviewer who speaks <TARGET
LANGUAGE> will contact you. Thank you again!

[Waves good-bye]

Good Bye!



A1l1-2. English base version: Unaware Video Script



Unaware (Base)

Video Script

Messages to Inform and Persuade Unacquainted/Insulated/Headnodder Households

Scene summary:

A [target language] speaking Census interviewer visits a [target language speaking] household. The
[target language] speaker is unaware of the Census.

e [INTERVIEWER =IWR
e RESPONDENT =R

Non-verbal behaviors

Characters

Appearance

Props

Non-verbal behavior

CensusIWR | e

Wear “business casual”
attire (avoid clothing that’s
too casual such as shorts,
jeans, t-shirts, flip flops,
etc. or too formal such as
black suit and tie.)
Maintain a neat physical
appearance (don’t wear
excessive jewelry,
outrageous haircut,
makeup, or facial hair; tie

Census logo bag
Printed materials
(Show Card,
Language ID
flashcard)

Do not rummage
inside the bag
(may appear
threatening).
Census ID badge
Pen

e Be friendly, but not overly
dramatic with facial expression,
gesture, or eye contact)

[if interviewer is familiar with the

culture]

e Be sensitive to cultural norms
of the community, such as:
accepting invitation to enter
R’s house after establishing
rapport; taking off shoes when

wearing comfortable
homewear.

hair if it’s very long for e Handheld device entering a house; accepting
tidiness) offer for a drink, etc.
e Wear comfortable shoes e Be respectful, such as bowing
e Prominently display Census (if culturally appropriate)
ID
Respondent | e No restrictions other than e None e None

Verbal behaviors

e Appear fluent in the introduction. Amateur actor playing the interviewer should have the introduction

memorized.

e Use culturally appropriate politeness terms, such as “usted” in Spanish, "Bbi" in Russian, % in Chinese.

e Use titles and address terms, such as “teacher” in Korean.

e Monitor linguistic cues to signal shared common ground (e.g., switching to the dialect that R uses), if
culturally appropriate.




Unaware (Base)

BACKGROUND: IN FRONT OF THE CLOSED DOORSTEP OF A HOUSE.

TARGET LANGUAGE SPEAKING IWR
[Walks to the doorstep. IWR has a Census bag on the shoulder and is holding printed materials and a
mobile device, and has Census ID shown prominently (hanging around the neck, or clipped to the
lapel/collar area). Knocks on the door and waits. If the property has a screen door, does not prop it
open.]

RESPONDENT
[Opens the door]
Yes?

TARGET LANGUAGE SPEAKING IWR
Hello/good morning/good afternoon/good evening.

<Optional> Sorry to bother you.

My name is XXX and | work for the U.S. Census Bureau. Here is
my ID.

[Shows Census ID for 3 seconds by holding the ID at shoulder level so that R can see it. Then makes sure
the ID is visible to the respondent during the rest of the interactions.]

The US Census Bureau is conducting a nationwide Census right now and | am here to
complete a Census questionnaire for [ADDRESS].

May | please ask, do you live here at [ADDRESS]?

RESPONDENT
What is this about?

TARGET LANGUAGE SPEAKING IWR
[In a reassuring tone]

Every ten years the United States government conducts a
Census, which is a questionnaire to count everyone who is living
in the United States. The Census is very important. The results
from the Census will be used to help each community to get its
fair share of federal funding for many programs and public
services.



Unaware (Base)

RESPONDENT

Why do they count people? | don’t understand why it is that
important.

TARGET LANGUAGE SPEAKING IWR

It is important because the U.S. government uses the information
to make plans and policy decisions about the programs and
services for each community. So it is very important to have an
accurate count of people in the Census. For example, federal
funding can help improve services to the elderly if the Census
counts shows there are many elderly in this area. Federal funding
can also help build or improve community centers, schools,
hospitals, roads, and services for children and the elderly.

[Speaks confidently]

So it is very important that everyone participates in the census!
Your participation will help yourself, your neighbors, and the
[Specific Ethnicity] community!

RESPONDENT

Okay. So, what do | need to do?

TARGET LANGUAGE SPEAKING IWR

I will ask you questions from the Census questionnaire, and
please give me the answers to those questions. May | please ask,
do you live here at [ADDRESS]?

RESPONDENT

Yes. But | don’t speak English very well and | am not sure | can
complete the questionnaire well.

TARGET LANGUAGE SPEAKING IWR

The Census questionnaire is in [target language] and | will help

you. The Census questions are easy. We just need to know how
many people live in the household and some basic information

about them, such as their sex, age, etc.



Unaware (Base)

RESPONDENT

That is still our private information!

TARGET LANGUAGE SPEAKING IWR

All the data are grouped together, and presented in statistical
format so others cannot tell what you said. This means that the
answers that you provide will be kept confidential and your
personal information will not be disclosed.

RESPONDENT

Can you talk to my neighbors instead? | think they would be
willing to answer your questions.

TARGET LANGUAGE SPEAKING IWR

Everyone, including you and me, are required by law to
participate in the Census. Your neighbors will have to answer
about their household, too. And the law also protects your
privacy and keeps your answers confidential. Here is more
information about this.

[Hands R the Security Warning Statement'. Camera to zoom in on the content of the
card for 3 seconds].

RESPONDENT

[Glances at the card but does not read carefully]

1 The Census Bureau is required by U.S. law to keep your answers confidential. This means that the Census Bureau will never
release your responses in any way that could identify you. All U.S. Census Bureau employees have taken an oath of
confidentiality and are subject to a jail term, a fine, or both, if they disclose ANY information that could identify you or your
household. Your answers will be used only for statistical purposes. You are required by law to provide the information
requested. These federal laws are found in the United States Code, Title13 (Sections 9, 141, 193, 214, and 221). Per the
Federal Cybersecurity Enhancement Act of 2015, your data are protected from cybersecurity risks through screening of the
systems that transmit your data. To learn more about our privacy policy and data protection, please visit our Website at
www.census.gov and click on “Data Protection and Privacy Policy” at the bottom of the home page. Thank you for your
cooperation. The Census Bureau appreciates your help. Respondents are not required to respond to any information
collection unless it displays a valid approval number from the Office of Management and Budget (OMB). The approval number
for the 2017 Census Test is OMB No. xxxx-xxxx; and this approval expires xx/xx/xxxx. Send any comments concerning this
collection to Paperwork Reduction Project xxxx-xxxx, U.S. Census Bureau, DCMD-2H174, 4600 Silver Hill Road, Washington, DC
20233. Or email your comments to <2020.census.paperwork@census.gov> and use "Paperwork Reduction Project xxxx-xxxx"
as the subject.



Unaware (Base)

Wow, okay, | guess | have to do this. But how long does it take? |
am not sure | have the time today.

TARGET LANGUAGE SPEAKING IWR

| understand you are busy. | can come back later when it is more
convenient for you. | won’t take up a lot of your time though. The
Census questionnaire takes approximately 10 minutes to
complete.

RESPONDENT
Alright. Let’s get started then.

<Optional Scene below>

Let’s go inside so it’s more comfortable. [Open the door wide and
make an appropriate gesture (i.e., wave hands) to let the
interviewer get in] Come on in please.

TARGET LANGUAGE SPEAKING IWR
Thank you.
[Steps into the house. If culturally appropriate, takes off shoes]
RESPONDENT

[Offers food/drink]

| will bring you some [fill in].

TARGET LANGUAGE SPEAKING IWR
[Accepts offer of food/drink]
Thank you.



A1-3. English base version: Fear/Mistrust of Government Video Script



Fear/Mistrust of Government (Base)

Video Script
Messages to Overcome Fear/Mistrust of Government
Scene summary:

The conversation takes place in [target language]. A [target language] speaking Census interviewer
visits a [target language speaking] household. Because this is a government questionnaire, the [target
language] speaker shows two concerns:

1. afraid of dealing with the government (fear of penalties). The respondent would rather remain
“anonymous” and not bring attention to him/her because the household may include
undocumented people, have too many people living in the same household, or is “isolated”.

2. does not trust what the government says (feels that government is not really trying to help,
does not truly honor privacy and confidentiality).

e INTERVIEWER =IWR
e RESPONDENT =R

Non-verbal behaviors

Characters | Appearance Props Non-verbal behavior
Census IWR | o Wear “business casual” e Census logo bag e Be friendly, but not overly
attire (avoid clothing that’s | e Printed materials dramatic with facial expression,
too casual such as shorts, (Show Card, gesture, or eye contact)
jeans, t-shirts, flip flops, Language ID
etc. or too formal such as flashcard) [if interviewer feels comfortable]
black suit and tie.) e Do notrummage e Be sensitive to cultural norms
e Maintain a neat physical inside the bag of the community, such as:
appearance (don’t wear (may appear accepting invitation to enter
excessive jewelry, threatening). R’s house after establishing
outrageous haircut, e Census ID badge rapport; taking off shoes when
makeup, or facial hair; tie e Pen entering a house; accepting
hair if it’s very long for e Handheld device offer for a drink, etc.
tidiness) e Be respectful, such as bowing
e Wear comfortable shoes (if culturally appropriate)
e Prominently display Census
ID
Respondent | e No restrictions other than e None e None
wearing comfortable
homewear.

Verbal behaviors

e Appear fluent in the introduction. Amateur actor playing the interviewer should have the introduction
memorized.

e Use culturally appropriate politeness terms, such as “usted” in Spanish, "Bbi" in Russian, #& in Chinese.
e Use titles and address terms, such as “teacher” in Korean.

® Monitor linguistic cues to signal shared common ground (e.g., switching to the dialect that R uses), if
culturally appropriate.



Fear/Mistrust of Government (Base)

BACKGROUND: IN FRONT OF THE CLOSED DOORSTEP OF A HOUSE.

TARGET LANGUAGE SPEAKING IWR
[Walks to the doorstep. IWR has a Census bag on the shoulder and is holding printed materials and a
mobile device, and has Census ID shown prominently (hanging around the neck or clipped to the
lapel/collar area). Knocks on the door and waits. If the property has a screen door, does not prop it
open.]

RESPONDENT
[Opens the door and looks at the IWR suspiciously through the half open door]

TARGET LANGUAGE SPEAKING IWR
Hello/good morning/good afternoon/good evening.

<Optional> Sorry to bother you.

My name is XXX, and | work for the U.S. Census Bureau. Here is
my ID.

[Shows Census ID for 3 seconds by holding the ID at shoulder level so that R can see it. Then makes sure
the ID is visible to the respondent during the rest of the interactions.]

RESPONDENT
The respondent looks afraid when they see the badge, opens his/her eyes more, pulls his/her forehead
up, and steps slightly back from the door.]

TARGET LANGUAGE SPEAKING IWR
The U.S. Census Bureau is conducting a nationwide Census
right now and | am here to complete the questionnaire for

[ADDRESS].

RESPONDENT
[Appears surprised and uncomfortable]

Why does the Census Bureau need to talk to me?

TARGET LANGUAGE SPEAKING IWR

| did not come to this address because of you personally
ma’am/sir. Every ten years the United States government
conducts a Census, which is a questionnaire to count everyone
who is living in the United States. It is very important.

2



Fear/Mistrust of Government (Base)

[Appears nervous]

RESPONDENT

[At this point the respondent looks concerned, closes his/her
eyes a little and tilts his/her head.]

Oh, counting people...?

We don’t have too many people living here. Why do they count
people?

TARGET LANGUAGE SPEAKING IWR

This is because the U.S. government uses the information to
make plans and policy decisions about the programs and services
for each community. So it is very important to have an accurate
count of people in the Census.

RESPONDENT

[At this point distrust begins to kick in. The respondent demonstrates a more

assertive attitude.]

[Assuring]

Government? | don’t want the government to know my personal
information.

TARGET LANGUAGE SPEAKING IWR

The Census questions are very simple. We just need to know how
many people live in the household and some basic information
about them, such as their sex, age, etc. We don’t need to know
about anyone’s immigration status or social security numbers. All
the data are grouped together, and presented in statistical
format. This means that the answers that you provide will be
kept confidential and your personal information will not be
disclosed.

RESPONDENT

That’s what you say but then things happen, right? | don’t want
to take any risks.



Fear/Mistrust of Government (Base)

TARGET LANGUAGE SPEAKING IWR

Let me assure you that the U.S. Census Bureau honors privacy
and protects confidentiality.

All the Census Bureau employees have taken an oath to keep
your questionnaire answers confidential. If | disclose any private
information, | will go to jail or pay a fine, or both!

RESPONDENT

| don’t think the government really cares about [Specific
Ethnicity] people. I've lived in this neighborhood for many years,
and nothing changed: classrooms are overcrowded, and traffic is
not good.

TARGET LANGUAGE SPEAKING IWR

That is exactly why everyone needs to be counted, so the
government can distribute funds to areas in most need.
Participating in the Census helps you and the [Specific Ethnicity]
community! If [Specific Ethnicity] don’t participate in the Census,
the government will not have the information needed to allocate
funds for programs and services that you and other [Specific
Ethnicity] people may need. For example, federal funding can
help build or improve community centers, schools, hospitals,
roads, and services for children and the elderly.

Everyone, including you and me, are required by law to
participate in the Census. Here is more information about this.

[Hand R the Security Warning Statement?!. Camera to zoom in on the content of the

1 The Census Bureau is required by U.S. law to keep your answers confidential. This means that the Census Bureau will never
release your responses in any way that could identify you. All U.S. Census Bureau employees have taken an oath of
confidentiality and are subject to a jail term, a fine, or both, if they disclose ANY information that could identify you or your
household. Your answers will be used only for statistical purposes. You are required by law to provide the information
requested. These federal laws are found in the United States Code, Title13 (Sections 9, 141, 193, 214, and 221). Per the
Federal Cybersecurity Enhancement Act of 2015, your data are protected from cybersecurity risks through screening of the
systems that transmit your data. To learn more about our privacy policy and data protection, please visit our Website at
www.census.gov and click on “Data Protection and Privacy Policy” at the bottom of the home page. Thank you for your
cooperation. The Census Bureau appreciates your help. Respondents are not required to respond to any information
collection unless it displays a valid approval number from the Office of Management and Budget (OMB). The approval number
for the 2017 Census Test is OMB No. xxxx-xxxx; and this approval expires xx/xx/xxxx. Send any comments concerning this
collection to Paperwork Reduction Project xxxx-xxxx, U.S. Census Bureau, DCMD-2H174, 4600 Silver Hill Road, Washington, DC
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card for 3 seconds.]

RESPONDENT

[Has a concerned look]

Hm...what, it is required by law?

TARGET LANGUAGE SPEAKING IWR

[Assuring] Yes, it is. The law also protects your privacy and keeps
your answers confidential. The Census questionnaire is easy,
important, and safe. The questions take approximately 10
minutes to complete.

RESPONDENT

[Pauses and hesitates for a few seconds]

TARGET LANGUAGE SPEAKING IWR
May | please ask, do you live here at [ADDRESS]?

20233. Or email your comments to <2020.census.paperwork@census.gov> and use "Paperwork Reduction Project xxxx-xxxx"

as the subject.



A1l1-4. English base version: Low Engagement Video Script



Low Engagement (Base)

Video Script

Messages to Overcome Low Engagement

Scene summary:

A [target language] speaking Census interviewer visits a [target language speaking] household. The
[target language] speaker is not interested in participating in the Census because (s)he is not engaged.
The conversation takes place in [target language].

e INTERVIEWER =IWR

e RESPONDENT =R

Non-verbal behaviors

Characters | Appearance Props Non-verbal behavior
Census IWR | o Wear “business casual” e Census logo bag e Be friendly, but not overly
attire (avoid clothing that’'s | e Printed materials dramatic with facial expression,
too casual such as shorts, (Show Card, gesture, or eye contact)
jeans, t-shirts, flip flops, Language ID
etc. or too formal such as flashcard) [if interviewer feels comfortable]
black suit and tie.) e Donotrummage | e Be sensitive to cultural norms
e Maintain a neat physical inside the bag of the community, such as:
appearance (don’t wear (may appear accepting invitation to enter
excessive jewelry, threatening). R’s house after establishing
outrageous haircut, e Census ID badge rapport; taking off shoes when
makeup, or facial hair; tie e Pen entering a house; accepting
hair if it’s very long for e Handheld device offer for a drink, etc.
tidiness) e Be respectful, such as bowing
e Wear comfortable shoes (if culturally appropriate)
e Prominently display Census
ID
Respondent | e No restrictions other than e None e None
wearing comfortable
homewear.

Verbal behaviors

e Appear fluent in the introduction. Amateur actor playing the interviewer should have the introduction

memorized.

e Use culturally appropriate politeness terms, such as “usted” in Spanish, "Bbi" in Russian, % in Chinese.

e Use titles and address terms, such as “teacher” in Korean.

e Monitor linguistic cues to signal shared common ground (e.g., switching to the dialect that R uses), if
culturally appropriate.
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BACKGROUND: IN FRONT OF THE CLOSED DOORSTEP OF A HOUSE.

TARGET LANGUAGE SPEAKING IWR
[Walks to the doorstep. IWR has a Census bag on the shoulder and is holding printed materials and a
mobile device, and has Census ID shown prominently (hanging around the neck, or clipped to the
lapel/collar area). Knocks on the door and waits. If the property has a screen door, does not prop it
open.]

[No response from the household after 10 seconds, then IWR knocks on the door again]

Hello/good morning/good afternoon/good evening, is there anybody
home?

RESPONDENT
[Behind the door]
Who is there?

TARGET LANGUAGE SPEAKING IWR
[In a clear voice]
I’m from the US Census Bureau.
<Optional> My name is XXX.

RESPONDENT
[Opens the door]
Yes?

TARGET LANGUAGE SPEAKING IWR
Hello/good morning/good afternoon/good evening.

<Optional> Sorry to bother you.

My name is XXX and | work for the U.S. Census Bureau. Here is
my ID.

[Shows Census ID for 3 seconds by holding the ID at shoulder level so that R can see it. Then makes sure
the ID is visible to the respondent during the rest of the interactions.]

The U.S. Census Bureau is conducting a nationwide Census right now and | am here to
complete a Census questionnaire for [ADDRESS]. Every ten years the United States

2
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government conducts a Census, which is a questionnaire to count everyone who is
living in the United States.

May | please ask, do you live here at [ADDRESS]?

RESPONDENT
Yes, | live here. But | don’t have time for any questionnaire. | just
got home from work.

TARGET LANGUAGE SPEAKING IWR

The Census questionnaire takes only approximately 10 minutes
and the questions are easy. Your participation is very important
because the results from the Census will be used to help your
community to get its fair share of federal funding for many
programs and services.

RESPONDENT

Well, it may be good for my community, but it does not sound
like | would benefit much out of this. | don’t see why | need to
complete the questionnaire.

TARGET LANGUAGE SPEAKING IWR

The government needs data from the Census to plan and provide
services and benefits that you and your neighbors may need. For
example, federal funding can help build or improve community
centers, schools, hospitals, roads, and services for children and
the elderly.

[Speaks confidently]

So it is very important that everyone participates in the census!
Your participation will help yourself, your neighbors, and the
[Specific Ethnicity] community!

RESPONDENT

But | am not a U.S. citizen, so | don’t think | should do it.
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TARGET LANGUAGE SPEAKING IWR
[States it clearly and slowly while making eye contact with R]

The Census needs to count all persons who live in the United
States, regardless of their citizenship or their immigration status.
Even though you are not a U.S. citizen, because you live in the
United States, you are required by the U.S. law to participate in
it. And the law also protects your privacy and keeps your
answers confidential. Here is more information about this.

[Hand R the Security Warning Statement®. Camera to zoom in on the content of the
card for 3 seconds.]

RESPONDENT
[Glances at the card]
| didn’t realize the Census is required by law...
[Seems to become engaged but provides another soft refusal]

But | have more important things to do; | don’t have time for
this!

TARGET LANGUAGE SPEAKING IWR

| understand you are busy. | won’t take up a lot of your time. |
don’t have to go inside your house, we can complete the
guestionnaire right here. The questions take only approximately
10 minutes to complete. Your participation will help me do my

1 The Census Bureau is required by U.S. law to keep your answers confidential. This means that the Census Bureau will never
release your responses in any way that could identify you. All U.S. Census Bureau employees have taken an oath of
confidentiality and are subject to a jail term, a fine, or both, if they disclose ANY information that could identify you or your
household. Your answers will be used only for statistical purposes. You are required by law to provide the information
requested. These federal laws are found in the United States Code, Title13 (Sections 9, 141, 193, 214, and 221). Per the
Federal Cybersecurity Enhancement Act of 2015, your data are protected from cybersecurity risks through screening of the
systems that transmit your data. To learn more about our privacy policy and data protection, please visit our Website at
www.census.gov and click on “Data Protection and Privacy Policy” at the bottom of the home page. Thank you for your
cooperation. The Census Bureau appreciates your help. Respondents are not required to respond to any information
collection unless it displays a valid approval number from the Office of Management and Budget (OMB). The approval number
for the 2017 Census Test is OMB No. xxxx-xxxx; and this approval expires xx/xx/xxxx. Send any comments concerning this
collection to Paperwork Reduction Project xxxx-xxxx, U.S. Census Bureau, DCMD-2H174, 4600 Silver Hill Road, Washington, DC
20233. Or email your comments to <2020.census.paperwork@census.gov> and use "Paperwork Reduction Project xxxx-xxxx"
as the subject.
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job, co